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Abstract 
One of the most pivotal factors that firms need in order to survive in the competitive and ever-
expanding global market is quality as it determines the firms’ success economically and is 
integral in determining the competitive edge that the firms can gain which enables them to 
increase their market share which directly impacts the performance of the firm. Total Quality 
Management (TQM) is developed to address the pressure caused by the global competition. 
TQM is a holistic management approach which intends to provide continuous improvement, 
customer satisfaction, human resource management and process management.  
The purpose of this research was to examine the TQM-organisational performance relationship 
by considering the moderating effect of organisational culture in the context of the UAE public 
service organisations. Motivated by the fact that despite the extensive work focused on the 
impact of TQM and organisational culture and organisational performance, the empirical 
results are mixed and the integrated effect of organisational culture and TQM on organisational 
performance is lacking. To address this, the study focused on addressing the research objectives 
of  systematically examining the effect of TQM practices on organisational performance in the 
UAE public sector service organisations; critically examining the effect of TQM’s dimensions 
on organisational performance in the UAE public sector service organisations; systematically 
investigating the moderating role of organisational culture on the relationship between TQM 
practices and organisational performance in the UAE public sector service organisations; 
investigating the moderating role of organisational culture on the relationship between TQM’s 
dimensions and organisational performance in the UAE public sector service organisations,  
critically assessing the advantages and disadvantages of the application of TQM in the UAE 
public sector service organisations and determining the challenges and opportunities of the 
application of TQM in the UAE public sector service organisations. 
To fulfil the aim and to address the research questions, the study adopted the realist research 
philosophy, employed abductive reasoning and utilised both qualitative and quantitative 
research methods. As the research strategy, this study employed concurrent triangulation, 
employed both secondary and primary data collection and conducted surveys with 150 
employees of the UAE public sector organisations and in-depth interviews with 14 leaders/ 
senior officers of the organisations subject to study.  To address the research objectives, 
quantitative and qualitative methods used for the analysis of data.  
 3 
 
The results of this study revealed that TQM and its dimensions were positive and have also 
been proven to be significant predictors of organisational performance. More importantly, the 
results have also confirmed the moderating effect of organisational culture on the relationships 
between TQM and its dimension from one side and organisational performance on the other 
side. This research has established the determinant role of organisational culture in the 
successful implementation of TQM. In order words, this study also supported the premises of 
the resource-based view theory by reaffirming the importance of the supportive TQM and OC 
for any successful strategy implementation in enhancing organisational performance through 
the implementation of innovative practices in service sector. However, the findings also 
showed that, the concept of TQM and its models have been failing to produce much-desired 
results in the UAE due to short-termism and short-sightedness of the leaders/implementers 
since the main concern so far is the quality of service.  
Keywords: total quality management, organisational performance, service sector, UAE. 
 
 
 
 
 
 
 
 
 
 
 
 4 
 
Acknowledgements  
Firstly, I would like to express my sincere gratitude to my advisor Prof. Bob Wood for the 
continuous support of my PhD study and related research, for his patience, motivation, and 
immense knowledge. His guidance helped me in all the time of research and writing of this 
thesis. I could not have imagined having a better advisor and mentor for my PhD study. I will 
miss our interesting and long-lasting chats and meetings. 
I am grateful to my special mother and sibling, who have provided me through moral and 
emotional support in my life. I am also grateful to my other family members and friends who 
have supported me along the way. 
Finally, I am also grateful to the all university staff for their help and support during last five 
years. 
Thanks for all your encouragement! 
 
 
 
 
 
 
 
 
 
 
 5 
 
Table of Contents  
Dedication ........................................................................................................................... 1 
Abstract ............................................................................................................................... 2 
Acknowledgements ............................................................................................................. 4 
Table of Contents ................................................................................................................ 5 
List of Tables .................................................................................................................... 11 
List of Figures ................................................................................................................... 13 
Chapter One - Introduction to the Research ..................................................................... 14 
1.1. Introduction ............................................................................................................ 14 
1.2. Background and Justification................................................................................. 14 
1.3. Problem Statement ................................................................................................. 24 
1.4. Research Questions ................................................................................................ 28 
1.5. Research Objectives ............................................................................................... 29 
1.6. Significance of the Study ....................................................................................... 30 
1.7. Scope of the Study ................................................................................................. 32 
1.8. Structure of the Thesis ........................................................................................... 32 
1.9. Chapter Conclusion................................................................................................ 33 
Chapter Two - UAE and its Public Sector ........................................................................ 35 
2.1. Introduction ............................................................................................................ 35 
2.2. Overview of the UAE ............................................................................................ 35 
2.3. UAE Economy ....................................................................................................... 36 
2.4. Political Structure of the UAE ............................................................................... 40 
 6 
 
2.5. UAE Public Sector ................................................................................................. 42 
2.6. TQM Implementation in the UAE ......................................................................... 44 
2.7. Chapter Conclusion................................................................................................ 47 
Chapter Three - Literature Review ................................................................................... 48 
3.1. Introduction ............................................................................................................ 48 
3.2. Quality and Quality Management .......................................................................... 48 
3.2.1. Definition of Quality ....................................................................................... 48 
3.2.2. Quality Management....................................................................................... 50 
3.3. Total Quality Management .................................................................................... 51 
3.3.1. Definition of TQM .......................................................................................... 51 
3.3.2. Critical Success Factors of TQM .................................................................... 55 
3.3.3. Some Popular National Quality Awards ......................................................... 60 
3.3.4. TQM in the Service Sector ............................................................................. 64 
3.3.5. TQM in Public Organisations ......................................................................... 84 
3.3.6. TQM in the Middle East and the Arab World ................................................ 87 
3.3.7. Dimensions of TQM Used in this Study ......................................................... 91 
3.4. Organisational Performance .................................................................................. 97 
3.4.1. Definition of Organisational Performance ...................................................... 97 
3.4.2. Public Organisation Performance ................................................................... 98 
3.4.3. Measuring Organisational Performance ......................................................... 99 
3.4.5. TQM and Organisational Performance ......................................................... 101 
 7 
 
3.5. Organisational Culture ......................................................................................... 107 
3.5.1 Definition of Organisational Culture ............................................................. 107 
3.5.2. Determinants of OC ...................................................................................... 109 
3.5.3. The Importance of OC .................................................................................. 111 
3.5.4. Identification of OC ...................................................................................... 112 
3.5.5. Matching Individuals with the OC................................................................ 112 
3.5.6. OC and Individual-level Variables ............................................................... 113 
3.5.7. OC and Organisational-level Variables ........................................................ 114 
3.5.8. Theory of OC ................................................................................................ 114 
3.6. The Relationship between OC and Performance ................................................. 115 
3.7. Moderating Effect of OC on the TQM practices and OP Relationship ............... 117 
3.8. Gap in the literature and Chapter Conclusion ...................................................... 119 
Chapter Four - Theoretical Framework and Hypotheses Development ......................... 121 
4.1. Introduction .......................................................................................................... 121 
4.2. Underpinning Theory - RBV of the Firm ............................................................ 121 
4.3. Theoretical Framework for the Study .................................................................. 124 
4.3. Hypotheses Development .................................................................................... 125 
4.3.1. TQM Practices and Organisational Performance ......................................... 125 
4.3.2. OC as a Moderating Variable ....................................................................... 131 
4.4. Chapter Conclusion.............................................................................................. 133 
Chapter 5 - Research Methodology ................................................................................ 134 
 8 
 
5.1. Introduction .......................................................................................................... 134 
5.2. Research Philosophies ......................................................................................... 134 
5.2.1. Positivist Philosophy..................................................................................... 134 
5.2.2. Phenomenological Philosophy ...................................................................... 135 
5.2.3. Realist Philosophy ........................................................................................ 135 
5.2.4. Justification of Philosophical Stance ............................................................ 136 
5.3. Research Approaches ........................................................................................... 137 
5.3.1. Deductive Approach ..................................................................................... 137 
5.3.2. Inductive Approach....................................................................................... 138 
5.3.3. Justification of Chosen Research Approach ................................................. 138 
5.4. Research Methods ................................................................................................ 140 
5.4.1. Quantitative Research Methods .................................................................... 140 
5.4.2. Qualitative Research Methods ...................................................................... 142 
5.4.3. Justification of the Chosen Research Method ............................................... 144 
5.5. Research Strategy ................................................................................................ 145 
5.6. Data Collection Methods ..................................................................................... 146 
5.6.1. Secondary Data Collection ........................................................................... 148 
5.6.2. Primary Data Collection ............................................................................... 148 
5.7. Sampling .............................................................................................................. 150 
5.8. Questionnaire Design and Constructs .................................................................. 153 
5.9. Pilot Study............................................................................................................ 159 
 9 
 
5.10. Method of Analysis ............................................................................................ 159 
5.10.1. Quantitative Data Analysis ......................................................................... 159 
5.10.2. Qualitative Data Analysis ........................................................................... 162 
5.11. Reliability and Validity of the Study ................................................................. 164 
5.12. Ethical Issues ..................................................................................................... 166 
Chapter Six - Data Analysis and Findings ...................................................................... 167 
6.1. Introduction .......................................................................................................... 167 
6.2. Analysis of Questionnaires .................................................................................. 167 
6.2.1. Demographic Distribution of Respondents................................................... 167 
6.2.2. Perceptions about the Dimensions of TQM .................................................. 168 
6.2.3. Overall Perceptions about TQM, OC and OP............................................... 170 
6.2.4. Comparison of Perceptions based on Demographic Factors ........................ 171 
6.2.5. Test of Statistical Assumptions..................................................................... 173 
6.2.6. Correlation Analysis ..................................................................................... 178 
6.2.6. Regression Analysis ...................................................................................... 179 
6.3. Analysis of Interviews ......................................................................................... 182 
6.3.1. Views about the TQM Concept .................................................................... 182 
6.3.2. Views about TQM Models to Improve Quality of Products and Services ... 184 
6.3.3. Views about the Implementation of TQM in Service Industry of the UAE . 187 
6.3.4. Views about the Relationship between Culture and the Success of TQM ... 188 
6.3.5. Views about How to Overcome TQM Implementation Challenges and to 
Improve Quality in Organisations .................................................................................. 189 
 10 
 
6.4. Integration of the Findings Obtained from Quantitative and Qualitative Analysis
............................................................................................................................................ 189 
Chapter Seven - Discussion, Conclusion and Recommendations .................................. 194 
7.1. Introduction .......................................................................................................... 194 
7.2. Summary of the Study ......................................................................................... 194 
7.3. Discussion ............................................................................................................ 198 
7.3.1. TQM practices in Service Public Organisations in the UAE ........................ 198 
7.3.2. TQM and OP ................................................................................................. 199 
7.3.3. The Moderating Role of OC ......................................................................... 201 
7.4. Contributions of the Study ................................................................................... 202 
7.4.1. Contribution to Literature ............................................................................. 202 
7.4.2. Practical Contributions ................................................................................. 204 
7.5. Limitations of the Study ...................................................................................... 206 
7.6. Suggestions for Future Studies ............................................................................ 207 
7.7. Conclusion ........................................................................................................... 208 
References ....................................................................................................................... 210 
Appendices...................................................................................................................... 267 
Appendix 1 Interviews’ Scripts ...................................................................................... 268 
Appendix 2 Frequency Tables and Charts ...................................................................... 305 
Appendix 3 Word Tree ................................................................................................... 323 
 
 11 
 
List of Tables  
Table 3.1: Definitions of TQM Reported in Literature..................................................... 52 
Table 3.2: CSF for Successful TQM implementation ...................................................... 56 
Table 3.3: Studies on TQM in Service Sector .................................................................. 64 
Table 3.4: Studies on TQM Principles in Service Sector ................................................. 76 
Table 3.5: Advantages of TQM in Service Sector ............................................................ 77 
Table 3.6: Disadvantages of TQM in Service Sector ....................................................... 81 
Table 5.2: Interview Questions ....................................................................................... 150 
Table 5.3: The Profile of the Interviewees ..................................................................... 152 
Table 5.4: Measures for TQM Practices ......................................................................... 155 
Table 5.5: Measures for Organisational Performance .................................................... 157 
Table 5.6: Measures for OC ............................................................................................ 158 
Table 5.7: Reliability Analysis of the Study ................................................................... 165 
Table 6.1: Participants’ Demographic Profile ................................................................ 168 
Table 6.2: T-test Results for Perceptions about the Dimensions of TQM ...................... 169 
Table 6.3: Descriptive Analysis of Overall Perceptions about TQM, OC and OP ......... 170 
Table 6.4: Comparison between Gender and TQM, OP and OC Variables ................... 171 
Table 6.5: Comparison between Qualifications and TQM, OP and OC Variables ........ 172 
Table 6.6: Comparison between Experience and TQM, OP and OC Variables ............. 173 
Table 6.7: Results of Skewness and Kurtosis for Normality Test .................................. 175 
Table 6.10: Multicollinearity Test .................................................................................. 178 
Table 6.11: Correlation Matrix ....................................................................................... 179 
Table 6.12: Summary of Regression Model 1 ................................................................ 180 
Table 6.13: Regression Analyses Results for Direct Hypotheses ................................... 180 
Table 6.14: Regression Analyses Results for Hypotheses regarding Moderating Effect of 
OC .......................................................................................................................................... 181 
 12 
 
Table 6.15: Summary of Quantitative Results ................................................................ 190 
Table 6.16: Summary of all the Themes, Sub Themes and Sub-sub Themes Obtained from 
Qualitative Analysis ............................................................................................................... 191 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 13 
 
List of Figures 
Figure 2.1: UAE Economic Sectors In the GDP .............................................................. 39 
Figure 3.1: TQM Principles .............................................................................................. 67 
Figure 4.1: Theoretical Framework of the Study ............................................................ 124 
Figure 5.1: Abduction Research Process ........................................................................ 139 
Figure 6.8: Normality Distribution ................................................................................. 176 
Figure 6.9: Observed Cum Prob. / Normal p-p plot ....................................................... 177 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 14 
 
Chapter One - Introduction to the Research  
1.1. Introduction  
This study investigates total quality management (TQM) practices and their effects on 
performance in the context of United Arab Emirates’ (UAE) public service organisations. 
The purpose of this chapter is to introduce the topic under investigation by providing the 
background and the justification of the study followed by the problem statement. In the 
light of identified research problem, the chapter introduces research question and research 
objectives developed for the investigation along with the significance of the study. Then, 
the scope of the study and structure of the thesis are given to clearly define what is covered 
in this study and how it is organised.  
1.2. Background and Justification  
One of the most pivotal factors that firms need in order to survive in the competitive and 
ever-expanding global market is quality. Quality determines the firms’ success 
economically and is integral in determining the competitive edge that the firms can gain 
which enables them to increase their market share which directly impacts the performance 
of the firm. Customers demand high quality products at prices that are competitive (Zakuan 
et al., 2010). As a consequence of global competition that is intense, the TQM conceptual 
framework has been developed. The quality revolution and more specifically the 
importance of TQM has been understood by several firms in different countries across the 
globe given the changes in the competitive business environment.  
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The concept of quality has seen an evolution from just referring to inspection to more 
focused control and assurance and now to TQM. Thus, there has been a transformation 
within the organisation from being inefficient due to the reliance on inspection or 
autocratic and hierarchical control and leadership and there is a shift to working as a team 
that leads to customers’ needs being given heed to thereby satisfying them. When people 
work together as a team, this leads to firms continuously working towards process 
improvements thereby getting the quality right (Al-khalifa and Aspinwall, 2000).   
TQM can be seen as a continuous improvement of several organisational components 
simultaneously and efforts to implement processes that helps improve performance targets 
of business and human performance improvement. The initial development of the model 
was in the manufacturing industry and later implemented in several other sectors to support 
organisations’ strategic choices (Prajogo and Sohal, 2001). The quality movement focused 
on performance and impact of quality that enabled calibration of hard products (Mohanty 
and Behera, 1996). TQM framework is now considered a global strategic force that has 
several benefits in terms of customer satisfaction improvement and improved motivation 
and focus for employees given overall performance improves (Juran, 1988).  
TQM concept can be implemented in an organisational context and this has led to private 
sector’s success and the public sector is trying to emulate this. Public sector’s interest in 
adapting TQM will help them to manage the change and cope with developmental 
challenges (Al-Qahtani and Al-Methheb, 1999). Creation of working environments that 
are complex are facilitated by the new technological revolution and knowledge society that 
has emerged. This is now necessitated given the market liberalisation and the increase in 
competition globally (Wright and Pandey, 2010). To work more efficiently given the 
developments, the public institutions were forced to modernise their processes (Pal and 
Ireland, 2009).  
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Given the nature of public sector organisations, they are unique and have several concerns 
relating to the strategic, operational and cultural concerns, however, they are now 
becoming similar in many aspects to private sector organisations. The prime aim of public 
sector organisation is maximisation of benefits to the society within a budget reasonable 
(Chen et al., 2004; MacCarthaigh et al., 2012).  
To emulate the results of the private sector, public sector has been under pressure to 
enhance their management practices (Maran, 2008). New Public Management (NPM) 
practices have been introduced and this has led to better quality standards being achieved 
in the public services that benefits citizens as it effectively deals with obsolescence that 
public organisations adopt in their administrative model (Suarez-Barraza and Pujol, 2010).  
Denhardt and Denhart (2003, p. 12) define the “NPM” as ideas and practices clustered to 
emulate business approaches of the private sector in the public arena. The approach of 
NPM argues that bureaucratic configurations that are traditional needs to be progressively 
abandoned by public organisations and adopt methods and models that private 
organisations employ. NPM recommends that organisational structures should gradually 
be de-bureaucratised which will lead to citizens being seen as clients and increase in 
services between in-house and outsourced productions being contested thereby focusing 
attention to service quality (Gnan et al., 2015).    
Thus, most developed counties have launched massive public sector reforms since the 
1980s. These reforms have changed the structure as well as the management of the public 
administration system. Quality management became an important tool and technique for 
these reforms. The main objective of the implementation of quality management is the 
improvement of public?service quality through evaluating performance with the help of 
measurement (Linderman et al., 2003).  
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TQM is one of the initiatives which was introduced to revolutionise public sector 
organisations. TQM attempts to blend the analytical and efficiency aspects of scientific 
management with the organisational, group and individual needs focus of the human 
relations school. It is also principally concerned satisfying customers’ needs through 
designing quality services. Consequently, when applied within the context of the public 
sector, TQM views the public interest as representing the aggregation of individual 
interests and views public servants ultimately being responsive to these customer groups 
(Maram, 2008).   TQM is being considered as the necessary way toward modernising the 
process that makes governments effective and fiscally responsive (Carr and Littman, 
1990). Scharitzer and Korunka (2000) argue that the adaptation of quality management in 
the public service is entirely administration more efficient, more powerful, sleeker, and 
more citizen-oriented. Scharitzer and Korunka (2000) also posit that public service 
adopting quality management will lead it to be more powerful, sleek and orient it more to 
the citizens.  By applying programs that are performance-oriented, the NPM approach is a 
reflection of quality management. 
TQM has been used by several public sector organisations including health (Kaluzny, 
McLaughlin and Simpson, 1992; Zabada, Rivers and Munchus, 1998; Øvretveit, 2000; 
Hazilah Abd. Manaf, 2005; Salaheldin and Mukhalalati, 2009; Talib, Rahman and Azam, 
2011; Nwabueze, 2014) education (Babbar, 1995; Motwani and Kumar, 1997; Erturgut 
and Soyşekerci, 2009; Suleman and Gul, 2015; Mateos-Ronco and Hernández Mezquida, 
2018) police services (Galloway, 1994; Stevens, 2001; Tomaževič, Seljak and Aristovnik, 
2016). There is however a debate that still discusses about the extent to which public 
service delivery can benefit from quality management approaches and techniques as well 
as its applicability. Swiss (1992) and Rago (1994) posit that public institutions 
implementing TQM is a serious mistake. 
 18 
 
Swiss (1992) posits that TQM can only benefit the private sector and have a pivotal role 
to play if there is a substantial modification to the concept to tailor to the unique 
characteristics of the sector. This is because the TQM premise is deeply rooted in industrial 
engineering and quality control. The researcher shows that adopting a manufacturing 
management system by the public service can have several significant issues. The 
researcher shows that the focus is on the products and not services as offered by the public 
sector, the ideology of emphasising on inputs and processes as opposed to the results and 
the top-level leadership restrictions that are imposed by the TQM cannot be met by the 
government culture (Swiss, 1992). This leads to the researcher asserting that in an orthodox 
implementation such as this, TQM can actually cause more harm than good.  
Rago (1994) in support of Swiss also argues that there is a need to substantially modify 
TQM for it to be used in the public sector while the reasons for the argument differ and is 
from the state agency practitioner perspective. The researcher asserts that the real 
challenges for TWM implementation will occur due to the nature of the government and 
the political culture whereby the supply of customers with unmet needs are virtually 
unlimited.  
Contrary to this, Cohen and Eimike (1994) do not see much problem in governments 
adopting these approaches to deliver goods and services. The researchers argue that when 
the human capital is effectively leveraged by ensuring a process that aims at continuous 
improvement both in terms of operating processes and group processes, the performance 
of the government can be improved. 
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In the case of public sector, Scharitzer and Korunka (2000) posit that government’s idea 
to ensure efficiency of administration and its strategy to be more powerful, sleek and 
citizen-oriented should resonate with TQM adoption. The researchers posit that the efforts 
that public organisations take should be a reflection of the efforts to improve the 
organisational performance and improvement of public services which can be done 
through several organisational development measures. Contrary to the arguments of Swiss 
(1992) and Rago (1994), the researchers (Scharitzer and Korunk, 2000) say that TQM’s 
main advantage is that it works well with the focus of NPM to shift the focus to the 
customer and to ensure that processes are more citizen-oriented thus shattering the 
arguments concerning difficulty of government to identify, define and respond to their 
customer base.  
Implementing TQM has several difficulties and challenges in practices. Several studies 
show that the quality initiatives deliver results that are lower than expectations (Jinhui Wu, 
Zhang and Schroeder, 2011; Talib, Rahman and Qureshi, 2012; Wang, Chen and Chen, 
2012). Kober, Subramanniam and Watson (2012), for instance show that in companies that 
implemented TQM, 60 – 70% of the managers are not satisfied with the quality imitative 
results. The researchers show that sustainable organisational change cannot be delivered 
by the quality programs and this negatively impacts the organisational performance. 
Several studies show that TQM implementation programs have failed and the failure rate 
is significant. For example, Burrows (1992) showed that out of the initiated TQM 
programs, 95% of these failed. Bak (1992) and Kearney (1992) showed that 80% of the 
TQM programs did not bring the benefits that were sought.   
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Recent empirical studies aim to shed light on the high rate of failure of TQM application. 
For example, Candido and Santos (2011) provided a meta-analysis and this showed an 
indication of failure rates between 7-80% due to obstacles to implementation and due to 
the assumption that the implementation of TQM is comparatively harder compared to other 
transformational efforts at an organisational level. This leads to TQM not being favoured 
by several companies. 
The meta-analysis provided by Mosadeghrad (2014) shows that there are theoretical as 
well as practical difficulties that remain a challenge concerning organisations’ application 
of TQM. These include TQM package that is ineffective, methods of TQM that are 
inappropriate and environment in which TQM is employed being inappropriate which 
leads to TQM failure. The failure of the implementation can also be attributed to the lack 
of involvement of employees, lack of training and education, poor communication, 
leadership deficiency or top-level management not being sufficiently involved, bad culture 
in terms of quality-orientation, inadequate change management plan or even resistance of 
employees to change. Based on these findings Mosadeghrad (2014) argues that for TQM 
to be successful and to deliver higher performance, it is imperative to implement an 
appropriate TQM model in an environment that can support the necessary infrastructure 
needed and has a good leadership to successfully implement the process and good quality 
culture.  
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As opposed to this, there are several differences that Sousa and Voss (2002) and Al-Khouri 
(2013) suggest which are due to the approach that quality management takes given the 
assumption that there is context independence in terms of the effects. Culture’s role in 
quality management encompasses two competing views. The unitarist view argues that 
single, flexible and people oriented culture is associate with quality management while the 
pluralist view argues that several culturally heterogeneous dimensions needs to be 
incorporated by quality management.  
Prajogo and McDermott (2005), Zu et al. (2010), Baird, Jia Hu and Reeve (2011), Roldán, 
Leal-Rodríguez and Leal (2012) and Phan, Abdallah and Matsui (2011) empirically test 
these two views and support the pluralist view to say that different subsets of practices are 
adopted with regards to quality and is determined by the culture.  The study of Baird, Jia 
Hu and Reeve (2011) clearly shows in the implementation of the TQM practices the culture 
of the organisation plays a predominant role and consequently this impacts quality 
improvement and innovation. Similar to this, Phan, Abdallah and Matsui (2011) also 
unequivocally show that for TQM cultural factors play a major role and quality practices 
should be customised based on the culture if higher performance needs to be achieved. 
They claim that for organisations to be successful in their implementation initiatives, they 
should focus on the right quality practices. 
Studies investigating the application of TQM in public organisations also reported similar 
results. For instance, Asif et al. (2009) who investigate the institutionalisation and how it 
interferes with the quality management practices in public organisations found that the 
knowledge of institutionalisation is lacking and document the process of quality 
management practices. Therefore, scholars attribute the success of quality management to 
a great extent to the contextual variable of organisation culture.  
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The review of the studies show that it is imperative for the culture of the organisation to 
be taken as a contextual variable within public sector organisations while looking at TQM 
initiatives. While the last 30 years TQM has been seen as a strategic initiatives, there are 
several issues and shortcomings to empirically show evidence that this management 
approach adds value. Several of the earlier literature on the public sector’s quality 
initiatives are prescriptive, anecdotal and expository (Poister and Harris, 1997; Sringham, 
2004). In fact, reviewed studies above suggest that existing evidence often are 
contradictory as they show empirically both pitfalls and success of government 
organisations’ TQM implementation.  
Given the contradiction on the value of TQM in the public sector, this necessitates further 
research in how TQM can be implemented successfully in the context of developing 
countries. Thiagarajan, Zairi and Dale (2001) posit that developing economies lack 
knowledge about the TQM framework and research is also around developed nations. This 
makes it complicated to transfer the findings of the research across boundaries and 
empirical knowledge has not been tailored to developing economies. This necessitates 
creation of knowledge empirically about TQM taking into account the developing 
countries’ requirements.   
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Recently, Mosadeghrad (2014) posited that between the developed and developing 
country, there are several significant differences in the application of TQM. The researcher 
shows that developing countries have several challenges and problems including structural 
problems, strategy and human resources compared to developed nations. TQM 
implementation in developing nations have barriers such as lack of training, management 
support, employee involvement, resources, poor leadership, organisational culture and 
government support. In developing nations, there is also a lack from the management about 
the TQM concept as this is considered more optional as opposed to its value in strategy 
and improvement of operations. This consequently impacts functional processes and 
operations. In these nations in the place of TQM, total quality control is used.  
In the Arabian and Middle East nations there are a few studies that discuss the problems 
and barriers of TQM adoption (Zairi and Alsughayir, 2011).  Jreisat (2009) looked at 
public organisations in Arabian nations and found factors that negatively impacted 
administrative development including centralisation in excess, institutional capacity that 
was stymied, lack of transparency and accountability. According to Al-Sulimani and 
Sharad (1994), Youssef and Zairi (1995), Aly (1996) and Zairi (1997), the organisational 
climate and culture that are required for TQM implementation is far off before there is 
maturity in terms of quality practices.  This means that for successfully implementing 
TQM and to understand thoroughly the weaknesses, more research is required focusing on 
the recent implementation in the public sector organisations of the UAE.  
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The TQM implementation studies based on Kim, Kumar and Murphy’s (2010) review and 
Jabnoun and Sedrani’s (2005) study show that the mediating variable of culture in the 
context of Middle Eastern countries with regards to management applications needs to be 
taken into account as this has an influence on how the overall culture of the country will 
impact the organisational context. Najeh and Kara-Zaitri (2007) posit that bespoke 
approaches needs to be adopted to ensure that dynamic behaviours within organisations as 
well as the complex cultural settings are accounted for. Jones and Seraphim (2008) 
recommend that further research needs to be done to understand the culture and TQM as 
one-size-fits-all approach might not work and each firm needs to tailor their approach.  
To understand the results that are differing on implementing quality management 
initiatives, it is imperative to study the internal and the external context the firm operates 
on and this could lead to providing a conclusion to say that there are several ways of 
implementing quality initiatives that will bring benefit (Jinhui Wu, Zhang and Schroeder, 
2011).  Thus, the aim of this study is to investigate how UAE public service organisations 
have implemented TQM and how this impacts the performance of organisation.  
1.3. Problem Statement 
The TQM-organisational performance relationship is far from being conclusive as 
evidenced by the review of the literature. Majority of studies revealed a positive and 
significant relationship between the two concepts (e.g., Anderson, Rungtusanathan and 
Schroeder, 1995; Hendricks and Singhal, 1997; Terziovski and Samson, 2000; Prajogo and 
Sohal, 2003, 2004; Shenaway, Baker and Lemak, 2007; Kumar et al., 2009; Talib, Rahman 
and Qureshi, 2013; Wang, Chen and Chen, 2012).  
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In contrast, others claimed that there is no a significant relationship between the TQM and 
organisational performance, while some others indicated a negative relationship between 
the two variables (e.g. Powell, 1995; Westphal, Gulati and Shortell, 1996; Davis, 1997; 
Kober, Subramanniam and Watson, 2012). According to Al-Swidi and Mahmood (2011), 
such mixed findings have stood as unresolved issues that call for in-depth and further 
examination to the relationship. 
The mixed findings concerning the TQM effect on organisational performance has been 
attributed to the TQM strategy’s ability to improve organisational strategic positioning via 
both excellence and innovation (Prajogo and Sohal, 2004). Added to this, several critical 
factors (CSFs) have been revealed to affect the relationship outcome like leadership, 
organisational culture, top management support, continuous improvement, benchmarking, 
team building and problem solving, employee empowerment, employee involvement, 
employee training, IT use, supplier quality and other factors.  
TQM is a new phenomenon in the UAE and as such, there are lack of references of its 
applications and implementation in the context of UAE federal service sector firms, 
specifically about the TQM changes, advantages, disadvantages, opportunities and 
challenges. Consequently, the implementation level of TQM practices is still ambiguous 
in the mentioned context. The UAE public service sector comprises of several industries 
with the inclusion of public administration (education, environmental agencies, health, 
transportation and telecommunication), defence, tourism, and construction – all these 
industries are characterised in by a disparate nature considering the provision of services.  
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It is thus crucial for the leaders of each industry to determine how the implementation of 
TQM can be successful as data are still lacking, which often results in the undermining of 
the external performance of the public service sector organisations in the Emirates (Al-
Khouri, 2013). Therefore, the issue does not only lie in the improvement of TQM practices 
but also in the issues of TQM practices adoption and the level of such adoption in the UAE 
federal service sectors. These questions have not been addressed in prior studies as the 
systematic review of the relevant literature indicated. More specifically, studies in this 
calibre like Ahmed and Hamdoon’s (2007) research examined the TQM challenges in 
general and in the context of universities specifically. This study is one that is closest to 
the topic examined in this project, but the authors did not address the research questions 
mentioned above indicating the gap in the literature. Specifically, issues with regards to 
the suitable approach to the successful adoption of TQM in terms of the socio-economic 
changes in the UAE must be tackled, a feat which prior studies have failed to address. 
Hence, this study attempts to examine these relevant highlighted issues.  
This topic is also ripe for examination as limited and insufficient number of studies has 
been carried out focusing on the TQM applications in the context of the UAE public 
service sector to shed light on the phenomenon. It can thus be said that the focus on this 
area of study can minimise the literature gap.  
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This study attempts to shed light on the intention of companies in the federal service sector 
and their managers towards the application of TQM practices and the impact of such 
adoption on the employees and organisations as well as the customers. To compound the 
issue further, no common model of TQM has been proposed in the context of the UAE yet 
and whether the model exists in the UAE public sector is still ambiguous. Also, studies 
dedicated to assessing the successful factors when it comes to TQM practices 
implementation in this context provided inconclusive findings. 
To this end, the present study identifies the challenges and opportunities in adopting TQM 
practices in the UAE public sector service industries and to determine the use of a common 
TQM model and its effects. This study has several implications to managers and 
researchers in that both groups can use the data for their successful TQM practices 
implementation within the industry and in other industries. The information and the 
findings from this research are also expected to assist researchers in their examination of 
the TQM practices within the UAE, their significance to the context (federal service 
industry in the Emirates) as well as the existing competition. Furthermore, this study 
determines the TQM approaches and processes that are suitable to be implemented in such 
organisations for their productivity and effectiveness. 
According to the research gaps mentioned above, this study focuses on the explanation 
and analysis of the general TQM application model in the context of the UAE public sector 
service organisations. Thus, this model is developed based on the analysis of the TQM 
applications status in the mentioned context, the definition of the challenges and the 
opportunities faced during implementation, the determination of the available application 
models and the analysis of the cultural effects on TQM applications in the same context. 
Successful TQM applications in this study is measured and evaluated through performance 
indicators of TQM. 
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Owing to the varying cultural background of the organisations in the UAE, organisational 
culture is examined in this study in terms of its moderating effect on TQM practices and 
organisational performance.  
1.4. Research Questions 
Based on the above expounded research problem, the present study’s research questions 
are listed as follows; 
1. What is the effect of TQM practices on organisational performance of the UAE federal 
services sector? 
2. What is the effect of TQM’s dimensions on organisational performance of the UAE 
federal services sector? 
3. Does organisational culture moderate the relationship between TQM practices and 
organisational performance of the UAE federal services sector? 
4. Does organisational culture moderate the relationship between TQM’s dimensions and 
organisational performance of the UAE federal services sector? 
5. What are the advantages and disadvantage of the applying TQM in the UAE federal 
services sector? 
6. What are the challenges and opportunities faced when applying TQM in the UAE 
federal services sector? 
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The above listed questions examine the TQM concepts and the application in the 
organisational culture of the UAE federal services sector. This entails the examination and 
assessment of different TQM theories in the literature to determine the advantages and 
disadvantages of TQM applications within the sector. This eventually assists in providing 
a clear picture of the present status of the TQM practices in the designated sector. The 
research questions also attempt to determine the efficient application of TQM in the UAE 
federal service organisations.  
Additionally, as mentioned, TQM theories in the literature are reviewed considering their 
advantages and disadvantages in the global economies, particularly in the case of federal 
service sector organisations in the UAE. Aside from the review of the literature, survey and 
interview are employed to gather the required data to determine the answers to the research 
questions. 
The study’s research questions also investigate the challenges and opportunities faced while 
implementing the TQM practices in the face of the organisational culture among federal 
service industries in the UAE. The answers are determined through the review of the 
literature, survey and interview. The questions shed light on the efficiency of the TQM 
practices application in the same context.  
1.5. Research Objectives 
This research primarily aims to determine the advantages and disadvantages, opportunities 
and challenges in adopting TQM practices in the UAE federal services sector, and to 
determine the common TQM models and the effect of the implementation. It also aims to 
achieve the following research objectives; 
1. To systematically examine the effect of TQM practices on organisational performance 
in the UAE public sector service organisations. 
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2. To critically examine the effect of TQM’s dimensions on organisational performance 
in the UAE public sector service organisations. 
3. To systematically investigate the moderating role of organisational culture on the 
relationship between TQM practices and organisational performance in the UAE public 
sector service organisations. 
4. To systematically investigate the moderating role of organisational culture on the 
relationship between TQM’s dimensions and organisational performance in the UAE 
public sector service organisations. 
5. To critically assess the advantages and disadvantages of the application of TQM in the 
UAE public sector service organisations. 
6. To critically determine the challenges and opportunities of the application of TQM in 
the UAE public sector service organisations. 
1.6. Significance of the Study 
This study attempts to generate knowledge and information on TQM, organisational 
culture, and organisational performance in reference to the UAE public service 
organisations. The study findings and outcomes are significant as they are expected to 
contribute to the body of literature in terms of theory and practice. The study findings are 
expected to assist researchers in examining the implementation of TQM practices in the 
public service sector of the UAE in the light of the organisational culture aspects. It 
provides avenues for future studies on the investigation into TQM in developing countries, 
specifically the UAE and a holistic view of the TQM situation within this context. This 
can assist in making deductions that were not possible to be achieved before. This study 
also minimises the gap in the literature and serves as a benchmark to other public service 
organisations around the world that share similar characteristics to those in the UAE, faced 
with the same challenges and issues. 
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Thus, the significance of the study also lies with the scientific perspective to as it deals 
with two key variables at the quality management studies level, which are organisational 
culture and organisational performance. Both of these are considered to be a considerably 
modern concept in the Arab World especially when it comes to link with managing quality 
in public service organisations. The study is significant from this point of view because it 
is highlighting the significance of managing organisational culture to promote the practice 
of TQM and strengthening the organisational performance by reaching quality goals 
associated with the public services.  
The outcomes that will be obtained from this research could also be of importance and 
could enhance the existing literature with the UAE public service organisation case study, 
which may further attract the future researchers’ attention to explore the issue of 
organisational culture and quality management from different dimensions in other public 
service organisations in the UAE or in other Arab countries that have similar culture traits.   
Thus, the theoretical contribution of the research expected to provide more empirical 
evidence on the influence that organisational culture has on the adoption of TQM and the 
impact of this relationship on organisational performance of the public service 
organisations in the UAE. Since it is found that previous studies focus on the study of the 
relationship between organisational culture and quality management at the level of quality 
practices, this study contributes to expand this approach by taking the analysis to the level 
of the specific quality management technique (TQM), also considering the influence of 
this relationship in the organisation performance of the public service organisations. 
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In a practical way, it is expected to provide guidelines to public service organisations on 
the applicability of TQM in the UAE public service organisations considering their cultural 
characteristics and, thus, to contribute to the improvement of the success cases from the 
initiatives of TQM. 
1.7. Scope of the Study 
The present study’s scope is confined to the joint effect of TQM, organisational culture, 
and organisational performance in the context of the UAE public service organisations. 
The research questions are answered, and the objectives are achieved through the 
employment of a mixed-method approach involving a questionnaire survey and interviews 
of public services organisations managers. The questionnaires are distributed to the 
managers based on the sample selected, after which interviews are conducted. 
1.8. Structure of the Thesis 
The first chapter provides the basis of the study in that it presents the research background, 
rationale, research questions, research objectives, research limitations, research 
significance and scope, and an outline of the thesis structure as well as the chapter 
conclusion. The chapter provides an overview of the research problem that needs to be 
addressed. 
In Chapter 2, the contextual background is given by providing the overview of the UAE, 
its economy, political structure, its public sector and the implementation of TQM in public 
sector organisations in the UAE.  
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In Chapter 3, a critical review of the literature is provided. More specifically, an 
introduction to the chapter is provided, followed by a critical review of the literature 
concerning organisational performance and TQM in the service sector organisations in 
various countries, and in the UAE region. This assists in the successful achievement of 
research objectives through empirical examination. The chapter is then concluded by 
highlighting the gaps in the literature.  
In Chapter 4, a conceptual framework and the development of proposed hypotheses are 
provided. In this chapter, a theoretical framework is proposed based on the previous 
literature review to conclude the hypotheses that will be tested in following chapters. 
Chapter 5 provides a detailed explanation of the research methodology and it is crucial in 
understanding the way the research aims and objectives are achieved. The chapter presents 
the research design and research process including data collection, analysis and results.  
This is followed by Chapter 6 that contains the study analysis and the results obtained from 
the analysis. However, Chapter 7 presents and discusses the achievement of the objectives 
and concludes by providing an overview of the entire thesis and summarising the major 
findings. The chapter also provides recommendations for the UAE service sector when it 
comes to effective TQM implementation and how to overcome the challenges faced and 
obtain the advantages provided. The chapter also provides recommendations for future 
studies in terms of enhancing the research by overcoming the limitations.  
1.9. Chapter Conclusion 
The present chapter provided the research aim, objectives and questions and it 
demonstrated the extent and the area of research under examination. It provided a broad 
research scope as the phenomenon under study is significant and largely ignored by the 
prior studies in the case of UAE federal service organisations.  
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The limitation of the research was also highlighted and towards the end of the chapter, the 
organisation of the thesis was presented. 
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Chapter Two - UAE and its Public Sector  
2.1. Introduction  
This chapter aims to provide the contextual background for the research by providing the 
overview of the UAE in general in terms of geographical location, economy and political 
structure followed by the review of the size and the characteristics of its public sector and 
concludes with the review of the implementation of TQM practices in public sector 
organisations. 
2.2. Overview of the UAE 
The UAE, is bordered by Oman in the east, Saudi Arabia in the west and South and the 
Persian Gulf in the north is located in the southeast of the Arabian Peninsula. The UAE 
comprise seven Emirates and a federation of Dubai, Abu Dhabi, Ajman, Ras Al-Khaimah, 
Umm Al-Qaiwain and Fujairah. The capital of the federation is Abu Dhabi and was 
established formally on December 2nd 1971 with the official language as Arabic though 
in the business landscape English is widely used. United Arab Emirates Dirham (AED) 
has been used as the official currency (PwC, 2018).  
The infrastructure is well-established in the United Arab Emirates and it has a stable 
political system and a liberal trade regime in the region. From around the world, this region 
is considered a hub and is getting increasingly relevant and important for businesses. It is 
also an example of a region whereby the reliance is not so heavily focused on energy sector 
and hence a huge part of the Gross Domestic Product (GDP) is non-oils revenue (PwC, 
2018). 
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2.3. UAE Economy 
The UAE’s robust economy is attributed to several factors such as sovereign wealth fund, 
financial reserves that are strong, economic diversification policy that is progressive, 
consistent spending from the government and the increase in foreign direct investment as 
a result of free zones. The region was entirely dependent on date palm cultivation, nomadic 
farming, fishing, seafaring and pearling before oil discovery 1950 (Government.ae, 2019).  
Extraction of crude oil and natural gas, repair services, business services, real estate, 
wholesale and retail trade, manufacturing and construction are the sectors that have been 
influenced since oil discovery in the economy (Government.ae, 2019).   
Economic diversification strategy has been pursued by the UAE since 1980s as it helps to 
decrease the dependence of the economy on the oil (Jensen, 2018).  The government policy 
clearly states this. The UAE is now a major global financial hub and a trade centre whereby 
multinational operations take place and is also a tourist hotspot that is desirable. There are 
sectors that provide a buffer in case of decline in oil price decline or global stagnation of 
economy such as non-energy sector including technology, real estate and infrastructure 
(Said, 2016).    
The World Trade Organisation (2012) shows that the economic diversification that 
happens continuously has enabled UAE to overcome the financial crisis in 2008 as well as 
the oil price fall repercussions in 2014. The strategy diversification is still pursued by the 
UAE and this is on high technology and high growth sectors. The GDP growth is accounted 
for 69% through non-hydrocarbon sector compared to 53% in 2000. Dubai is considered 
a trade hub and there is a heavy reliance on the manufacturing, renewable energy and 
petrochemicals in Abu Dhabi (Said, 2016). 
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Sustainable development is sought by the UAE government through its 2021 Vision which 
was launched by H.H. Sheikh Mohammed bin Rashid Al Maktoum, Vice-President and 
Prime Minister of the UAE and Ruler of Dubai, in the 2010 cabinet meeting closing. In 
the Global Jubilee of the union, the aim of the vision is to make UAE one of the best 
countries. To ensure this vision is realised, there are six national priorities that have been 
mapped to government sectors that would action plans in the near future. The priorities 
mapped include sustainable environment, world-class health, education improvement, 
infrastructure, preserved identity and cohesive society as well as a fair judiciary system 
that creates competitive knowledge economy (Vision 2021, 2018).  The main aim of the 
Vision 2021 states that flexible economic models need to be adopted so that the UAE will 
enjoy benefits of diversified and sustainable economy that can foster long-term prosperity 
guarantee through global economic partnerships that will help the current as well as future 
Emiratis generations (Government.ae, 2019).    
The national agenda has a key focus on developing a competitive knowledge economy per 
the Vision 2021 vision. In line with this aim, the UAE Government is trying to make the 
place an economic, commercial and touristic capital for over two billion people 
(Government.ae, 2019). For the purposes of strategy, trade is a key focus. There are four 
initiatives that have been pursued in this interest. 
• Economic diversification to include income source diversification, investing in sectors 
apart from oil and trade infrastructure expansion that will help decreasing GDP of the 
UAE to comprise of other revenue streams apart from oil and oil to contribute to 5% 
of GDP by 2021; 
• New economic sectors to be developed including technology and aerospace that will 
create a trade and investment environment; 
• Enhancing the foreign market competitiveness; and  
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• Ensuring that diplomacy with other countries are developed and promoted (Said, 
2016). 
The government predominantly aims to attain sustainable growth of the economy that is 
balanced and creation of environment that is business-friendly. To achieve this, there are 
policies that are created in terms of foreign trade and national industries are improved and 
developed significantly along with R&D efforts and innovation, promotion of investment 
and exports, competition regulation, customer protection and intellectual property right 
protection, promoting the SMEs (Small and Medium Enterprises) and diversifying the 
economy (Said, 2016). 
The UAE’s Ministry of Economy released the Economic report 2018 and this shows that 
there has been a 0.8% increase in the GDP in 2017 in real prices that accounts for AED 
1422.2 billion at the state level as opposed to the 2016 value of AED 1411.1 billion 
(Government.ae, 2019).   The graph below shows how economic sectors contributed to the 
2017 GDP at real prices: 
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Figure 2.1: UAE Economic Sectors in the GDP 
  
Source: Government.ae (2019) 
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The UAE Government has over the last two decades taken several steps to ensure that the 
nationals contribute significantly to the labour market. By increasing private sector 
investments, the government has changed the citizens’ preferences away from the public 
sector. There has been a decrease in public sector funding given there is an increase in 
private sector investment. The salaries between both the sectors have been balanced by 
decreasing public expenditure which reduces the government’s burden. Given the 2021 
Vision, there is continued investment in sectors such as Research and Development 
(R&D), education, technology that will help create highly skilled and motivated workforce 
in the Emirati and consequently increasing the knowledge workers in the country by 2021 
to 40%. This will socially and economically develop the country by creating a vibrant 
knowledge economy (Said, 2016).  
2.4. Political Structure of the UAE 
The UAE is a federation and this means that there are two levels of governmental system 
per its constitution comprising the federal and the seven local emirates. There are 
responsibilities that are clearly defined by the constitution for both these levels of 
government. The conventional executive, the judicial branches and the legislation is part 
of the federal government which is a presidential-styled government. The council of 
ministers aids the President and the head of council is the Prime ministers. The supreme 
council of the rulers is responsible for making the policies of the federation and this 
encompass all the rulers of the seven emirates. The members of the council, per the 
constitution elect the president for five years from its members. However, conventionally, 
the President is the Ruler of Abu Dhabi given it is the richest and biggest Emirate (Saker 
and Athmay, 2018).   
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The traditional as well as modern leadership elements are incorporated in the federal UAE 
system and the government and this uniqueness provides a national identity for the country 
along with its political stability. In the supreme council as well as the cabinet, civil 
administration can be voiced out by every emirate (Fanack, 2018).  
The traditional patriarchal monarchies form the pillar of local governments within each 
emirate which are rule by royal families’ sheikhs who have a long lineage of holding 
position of leadership of tribal confederations. The complexity of each of the local 
governments in the emirate differs depending on the size as well as its population (Fanack, 
2018).  
There is considerable power that individual emirates reserve about their own social and 
economic system functioning. The royal dynasties run the governments and they have 
allies that are loyal, powerful and rich merchants and family businesses. There are no 
political institutions that are genuinely representative in both the individual and the 
federation emirates’ governments. The local leaders learn about the problems of ordinary 
people through their communication with them directly which are obtained through the 
consultative traditional forums that the leaders hold referred to as ‘majilis’ (Fanack, 2018).  
The councils or Majlis exerts influence on the public sector organisations and its 
operations. There are several grey areas that encompass practices of outsourcing (partial 
or complete) or contracting and private companies on behalf of the government delivers 
the services (Saker and Athmay, 2018).   
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2.5. UAE Public Sector  
The public sector in the UAE is huge and has extensive operation. The ratio of public 
expenditure to the economy’s GDP (about 28% of the GDP) shows its size and scope. The 
state-owned enterprises and the properties owned are the major sources of public revenue 
(Saker and Athmay, 2018).   
The economic and social spheres has attained significant prosperity given the enormous 
gas and oil resource of the country and through aiding effective administrative functions. 
Over the last three decades, there hasn’t been a significant overhaul in the administrative 
system. Historically, several processes dominates the UAE public sector. There has been 
several reforms in the sector incrementally since the millennium given the new political 
leadership. The 2007-2010 financial crisis hit the economy quite hard and this was 
followed by the oil price fall. These incidents led to the political leadership being propelled 
and led to private sector participation being augmented in several forms facilitated by state 
investment and policy reforms that overhauled the management of the sector using NPM 
precepts (Sarker and Alathamy, 2018).   
NPM applications can naturally be adapted in natural environments which fosters 
competition and free market culture. The UAE society is not new to the market and market 
culture given Dubai has been the hub for trade and is an old phenomenon (Al Sayegh, 
1998). The basis of most business models are accounted for NPM at the micro-level. The 
use of business tools to incorporate e-government, customer focus, TQM, market-driven 
policies are included in the NPM and these could be injected into the public sector to bring 
in business environments which fosters market culture that is competitive thereby enabling 
development.  
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This is done to ensure that the employees of the public sector are able to change their mind-
sets to be more business oriented as opposed to being bureaucratic. There is a requirement 
for NPM system installation and this is free market establishment. Under the leadership of 
the prime minister who is a visionary, the free market compliance is being adhered to in 
line with the neoclassical and neoliberal thoughts (Mansour, 2017).  
An ambitious process of modernisation has been embarked on by the UAE government 
with regards to their public institutions and this has led to economic growth and 
development that is sustainable. Opportunities for citizens are strengthened and economic 
environment enhanced. The public sector reforms in the UAE is discussed in this section. 
The public sector modernisation policies that have been attempted by the UAE are 
highlighted. With the exception of telecommunication, gas, pharmaceuticals, oil and gas, 
foreign direct investment in other sectors is allowed. In 2017, public private partnership 
decree enabled participation of private sector. Several reforms in the regulatory landscape 
has been made in areas such as consumer rights, foreign investments, real estate, industry, 
labour, competition, intellectual property rights, deregulation, financial markets over the 
last 20 years and now considered an open-door approach (BTI, 2016; Osman, 2015). The 
UAE Vision 2021 is the result of the major government policy relating to several 
deregulations and legislations and this indicates the intention of the government to have 
an open economy (Sarker and Alathamy, 2018)  
Several reforms in terms of administrative, service delivery and fiscal policies have been 
embraced. Dixon, Bhuiyan and Ustuner (2018) show that the most remarkable 
developments include:   
• Decentralised authority significantly in the ministries 
• Public administration policies reviewed to gradually empower it 
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• Principles of New Public Management for managerialist principles for public service 
delivery improvement adopted 
• Public service user fees introduced 
• Performance-based budgeting introduced 
The reform agenda of the UAE has been very carefully selected unlike several other 
developing nations. The critical areas of intervention areas in the administration has been 
effectively chosen by the government. Taking into account the administrative drawbacks, 
the intervention made has also been unique and properly fits the demand and the supply 
whereby reforms and new tools proliferated. Public sector reform agenda implementation 
can be deemed as being relatively successful and UAE is an oil-rich country with adequate 
resources (Sarker and Alathmay, 2017). 
2.6. TQM Implementation in the UAE 
The UAE has experienced significant structural, economic, and geographic modifications 
over the last decades, which completely transformed it into the business hub. It is found 
that there is an increasing number of emerging industries and businesses in the UAE, 
particularly in its public sector, which has increased the competition manifold and 
organisations are urged to adopt innovative methods in order to remain competitive in their 
industries. At the earlier time, as mentioned by McAdam, et al. (2013) and Al-Khouri 
(2013) that quality was a significant issue in the UAE, but with the introduction of western 
management techniques, it has transformed the way public service organisations in the 
UAE works. 
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Added to the above, the UAE governments have focused their attention towards TQM 
implementation in various ways, such as the legislation of Government Quality Programs 
(Al-Khouri, 2013). It is the results, like other countries, TQM cannot be considered as a 
new phenomenon in the UAE as there are many references of its applications and 
implementation in the context of UAE in both public and private service or manufacturing 
sectors, specifically in reference to health care, education, telecommunication, 
constructions and so on (Al Ali, 2012; McAdam, et al., 2013; Mansour and Jakka, 2013; 
Al-Dhaafri, 2014; Rabah, 2014; Alhashmi, 2016; Al Ameri, and Al Ameri, 2017; Mansour, 
2017). All these studies concluded that the implementation level of TQM is very clear and 
have taken a significant importance in improving the overall performance of the 
organisations from diverse sectors and industries. Yet, it is also emphasised that the UAE 
is still an emerging, young country with several aspects of its economic and social 
institutes developing. The lack of stability and organisational maturity of public sector in 
the UAE could hence be attributed to this (Yaseen and Okour, 2012). There is often huge 
resistance that public organisations in the UAE face when new initiatives are implemented 
to increase efficiency, quality and speed of processes (Yaseen and Okour, 2012; Bin Taher, 
Krotov and Silva, 2015). To successfully implement organisational change, it is imperative 
to integrate the social culture of UAE with that of the organisation (Yaseen and Okour, 
2012).  
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Given discussion indicates that there is a lack of focus in combining the three aspects, 
organisational culture, TQM and organisational performance in the context of the UAE 
public service organisations. For example, Rabah (2014) research examined the TQM 
challenges in general and in particular, in the context of the education sector. This study is 
one that is closest to the topic examined in this study but the authors did not address the 
research questions mentioned above indicating the gap in the literature. Hence, this study 
attempts to examine new relevant issue by combining the element of culture, TQM 
implementation and the organisational. 
As it is known that the UAE public service sector comprises of several industries with the 
inclusion of public administration, education, environmental agencies, health, 
transportation, communication, defence, tourism, construction and so on, which are 
characterised in by a disparate nature in light of the provision of services. It is thus crucial 
for the leaders of each industry to determine how the implementation of TQM can be 
successful within the specific cultural aspects to gain the maximum organisational 
performance, which often results in the undermining of the external performance of the 
federal service sector organisations in the UAE (Al-Khouri, 2013). Therefore, the issue 
does not only lie in improving TQM practices but also in the issues of the level of adoption 
in the UAE public service sectors with diverse cultural characteristics. These questions 
have not been addressed in prior studies as the review of the relevant literature indicated. 
Owing to the varying cultural background of the organisations in the UAE, organisational 
culture is examined in this study in terms of its moderating effect between TQM practices 
and performance of organisations. 
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2.7. Chapter Conclusion  
The overview of the UAE indicates that the country has been making a great effort to 
become a highly competitive country in line with the strategy set out with Vision 2021. As 
a part of this vision, an immense transformation has been implemented and the public 
sector is at the centre of this transformation. As a result, many Western practices including 
TQM have been adopted by many organisations in the country yet, despite the positive 
results, there is evidence that there is resistance for change and this is attributed to the 
unique culture of the UAE and it is impact on organisational culture. Thus, this study is 
set to investigate the influence of organisational culture particularly its moderating effect 
between TQM practices and performance of organisations in the context of public service 
organisations.  
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Chapter Three - Literature Review  
3.1. Introduction  
In this chapter, a detailed critical and systematic review of the literature in respect of the 
relevant TQM concept and the TQM practices implementation in the UAE service sectors 
conducted. This ensures that the research objectives are successfully achieved in consistent 
with the prior empirical studies. The chapter introduces the past studies that focused on 
organisational performance, TQM and organisational culture. It also reviews studies 
concerning the effect of the TQM dimensions (leadership, strategic planning, customer 
focus, human resource planning, continuous improvement, service design, information and 
analysis, and benchmarking) on the performance of UAE public service organisations. In 
this relationship, the moderating role of organisational culture is also reviewed in the 
literature review section. In other words, the chapter provides an extensive review of prior 
literature dedicated to the relevant variables of the study to develop the study hypotheses. 
3.2. Quality and Quality Management  
3.2.1. Definition of Quality  
In this section, some definitions of quality in the literature of quality management in 
product and service are provided. Quality is deemed to be one of the top 
strategies/competitive priority used to develop an organisation (Sharma and Kodali, 2008; 
Whiteoak and Manning 2012). Added to this, in the current global competitive 
environment, it is pertinent that an organisation uses various quality strategies and methods 
such as, quality control, quality assurance, quality systems and quality management. This 
indicates that the implementation of total quality concept is a must. Hence, the TQM 
philosophy is deemed to increase quality commitment and its application will improve 
performance and obtain competitive advantage (Sharma and Kodali, 2008).  
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In a related study, quality is considered to exceed the achievement of client’s expectations 
and needs, or the provision of required deliveries, but it is a body of work that exceeds the 
client’s expectations (Lyons, Acsente and Waesberghe, 2008). In another study, Ionica and 
Baleanu (2010) contended that quality has become a top factor in the attempts to achieve 
competitive advantage, and quality management is deemed to refer to the shift of focus to 
excellence. Also, quality movement has undergone many stages from inspection to 
prevention and quality control mode. 
The quality emergence is a top priority to strategic management of majority of 
organisations as global competition directed towards satisfying customers’ demands has 
intensified the quest for quality goods and services. According to Deming (1986), quality 
management establishes mutual supportive relationship with customers and a backward 
relationship with suppliers, with the latter having a significant impact on the satisfaction 
of customers. In fact, the pioneering quality authors, Deming (1986), Feigenbaum (1986), 
Juran (1988) and Elshaer and Augustyn (2016) defined quality based on the needs, 
satisfaction and expectations of customers and concentrated on quality as ‘fitness for use’.  
In relation to the above, Adam et al. (1997) stated that enhancing product/service quality 
in the organisation is a basic pre-requisite to successful business. Moreover, quality is the 
top way to run business and bring about profitability (Reichheld and Sasser, 1990). In the 
same line of this study, Pakdil (2010) revealed that successful organisations produce high-
quality goods/services to maximise their performance, through the quantities, efficiency, 
quality and high advantage over their competitors in the market. It is evident from the 
reviewed definitions that quality is a parameter that is used to differentiate firms from its 
competitors. To ensure that quality is sustained throughout the business operations, it is 
vital to develop a management approach which is referred as quality management. This is 
explained in the subsequent section. 
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3.2.2. Quality Management  
Quality management is a management philosophy which emphases on the constant 
development of greatest practice on all areas within a company (Sousa and Voss, 2001). 
The notion of quality management in the literature is described as the approach used to 
enhance organisational performance and product/service quality (Lakhal, Pasin and 
Limam, 2006; Lagrosen, 2007; Zu, 2009). Additionally, quality management has two sides 
namely, hard and soft, with the hard side including a series of production approaches 
(statistical control, quality function implementation, design procedure and organisational 
processes) (Psychogios and Priporas, 2007). On the other hand, the soft size includes the 
creation of customer awareness concerning the organisation and its processes that is 
conducted through marketing and communications (Psychogios and Priporas, 2007).  
Quality management is a concept that has had a long history and has been practiced in 
several years. Such concept has been brought up by various authors in different terms, with 
the pioneering contribution to the concept made by Juran et al. (1999) in his quality trilogy 
that included planning, control and improvement. Similarly, Crosby (1991) also 
contributed to the concept in his management of quality that entailed conformance to 
needs, deterrence, zero-defects and quality cost and Feigenbaum (1990) who highlighted 
three quality steps namely, leadership, modern technology and organisational 
commitment. Added to the above pioneers, is Deming (1986) who introduced his 14 points 
and PDCA (plan, do, check and act cycle) (Kiran, 2016).  
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Moreover, quality management has been evidenced in the literature as extensively 
integrated with the management system, which in turn is related with human resources 
management (HRM) challenges and issues. Quality management addresses stability, 
sovereignty and creativity of human resource (Boselie and van der Wiele, 2002). Hence, 
it can be concluded that addressing human resources (HR) concerns as top management 
practice is required to guarantee successful quality perfection efforts. Contrastingly, 
several quality experts, authors, researchers and practitioners have agreed that HR 
concerns are the major components of quality management and that involvement and 
commitment of HR crucial to the successful introduction and execution of quality 
management plans, programs, practices and approaches (Boselie and van der Wiele, 2002; 
Vouzas, 2004; Yang, 2006; Keeble-Ramsay and Armitage, 2010). TQM is one of the 
management strategies that assist in achieving performance (Pakdil, 2010). The next 
section explores the definition of TQM. 
3.3. Total Quality Management 
3.3.1. Definition of TQM 
TQM was initially developed to allow organisations to compete in the dynamic global 
competition (Zakuan et al., 2010). The TQM concept can be traced back to the early 1970s 
in Japan (Yusuf, Gunasekaran and Dan, 2007; Zwain, Lim and Othman, 2014). Since its 
inception, a consensus on its definition has been elusive although extensive literature has 
been dedicated to it. TQM is a relatively new concept in quality management and various 
definitions have been contributed in the literature by authors and researchers (refer to Table 
3.1).  
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The TQM concept can be traced back to the 1980s to the efforts provided to promote 
quality management within organisations in a global and inclusive context (Russell, 2000). 
However, its success has only been highlighted in the 1990s. TQM is deemed to be a 
holistic view of change mechanism that is used at every organisational level, initiated by 
the leader down to the employees in different organisational levels (Sen and Bhattacharya, 
2001). TQM was defined by Zink (2007) as the advanced principles focusing on the 
service/product quality involving the control of quality management and management 
quality. The enhanced TQM nature is its addressing of quality in every organisational 
operation as opposed to limiting it to the finished product or the service outcome. 
According to Dean and Bowen (1994), the primary aim of TQM is the establishment and 
maintenance of product quality from the onset to the outcome to exceed customer 
satisfaction through improved ability and performance of procedures that develop, produce 
and deliver products/services (Dean and Bowen, 1994; Kiran 2016).  
Table 3.1: Definitions of TQM Reported in Literature 
Author or Researcher TQM Definition Reported in Literature 
Oakland (1989) 
Kiran (2016) 
A technique appropriate to enhance the organisational competitiveness, 
effectiveness and flexibility in the industry 
Berry (1991) 
Aized(2012) 
An approach focuses on customers’ expectations by allowing organisation to meets 
with customers’ demands as well as reducing the production cost and maintaining 
the quality of products or services by adopting new system and organisational 
culture 
Zairi (1994) 
Ngambi and Nkemkiafu 
(2015) 
An approach of bringing improvement in structural, infrastructural, attitudinal, 
behavioural and methodological ways that an organisation use to deliver the best 
quality products or services to the customers by emphasizing on uniformity, quality, 
and competitiveness. 
Dahlgaard, Kristensen, 
and Kanji (1998) 
Aized (2012) 
A technique that allow organisation to implement long-term plan of production of 
product or service by using continuous quality management tactics, which 
ultimately contribute to the achievement of organisational goals and vision  
Mohanty and Lakhe 
(2002) 
A technique of constantly improving the quality of products and services that 
delivered by the contribution of all organisational levels and functions.  
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Palo and Padhi 
(2005) 
A technique of brining continuous improvement in products and services of an 
organisation using appropriate and relevant tools, technologies, and training so that 
organisation become able to meet with the prospects of customers on a continuous 
basis 
Lee et al. (2010) A strategy that seeks to advances the quality of organisational management, 
competitiveness and make organisation capable to meet with the expectations of 
customers  
 
The literature on quality management provides several definitions of TQM. To begin with, 
Pfau (1989) referred to TQM as an approach for ongoing enhancement of quality of services 
and goods that are delivered at various organisational levels via individuals’ participation. 
Meanwhile, GAO (1991) described it as a management philosophy that helps the generation of 
quality and efficient goods and services by the enhancement of product quality and 
maximisation of satisfaction among customers. Moreover, Flynn, Schroeder and Sakakibara 
(1994) described TQM as a combined approach that aims at providing high quality results by 
sustaining and maintaining ongoing improvement to satisfy customers’ needs. Along a similar 
line of definition, Kumar et al. (2009) defined it as a holistic approach integrating the entire 
organisational activities to satisfy the customers’ needs and expectations. 
Another TQM definition came from Zairi (1994) who related that TQM guarantees that the 
voice of the customer is aligned with the voice of the processes. He proceeded to relate that the 
creation of optimum planning, better design, better internal and external focus, rectifying weak 
processes and safeguarding strong areas can be realised through TQM.  
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Other definitions in the literature have been provided based on the concept’s principles. For 
instance, Abas and Yaacob (2006) defined TQM as a group of critical factors or quality 
management activities that the organisation practices to accomplish optimum performance. 
Also, Anderson, Rungtusantham and Schoerder (1994) described TQM as a holistic approach 
quality of the overall organisation by adopting major principles like leadership, effective 
process management, continuous improvement, customer satisfaction and involvement, 
product and service design, and employees’ involvement and training. 
TQM is defined as a management philosophy that encompasses the entire organisation 
activities to reach operational excellence (Vanichchinchai and Igel, 2011; Giaccio, Canfora and 
Del Signore 2013; Weckenmann, Akkasoglu and Werner, 2015). 
Along a similar view of definition, Oakland (1989) indicated that TQM is an approach that 
improves effectiveness, flexibility and competitiveness of the organisation. Additionally, TQM 
philosophy lays on the emphasis on the role played by the external and internal customers and 
suppliers and the involvement of employees in the quest to maintain ongoing improvement 
(Oakland, Tanner and Gadd, 2002; Kanji, 2002; Chang, 2006).  
In a related study, Porter and Tanner (2001) claimed that TQM is a business process 
emphasising on people’s involvement in enhancing activities. Meanwhile, Yang (2005) posits 
that TQM is an integrated management philosophy and a group of practices focusing on 
ongoing improvement, reduction of rework, meeting requirements of customers, maximisation 
of employee involvement, long-range thinking, process redesign, team-based problem solving, 
competitive benchmarking, better relationship with suppliers, and optimum results 
measurements.  
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Added to the above definitions, Kanji (1998) defined TQM as a management philosophy that 
works to improve organisational culture related to customer satisfaction via ongoing 
improvement. Despite the many definitions provided for the TQM concept, majority of the 
authors are of the consensus that it is a management tool that can improve the performance of 
organisations, satisfy customers and establish ongoing improvement throughout the 
organisation. 
Based on the above discussion of the definition and scope of TQM, it can be stated that TQM 
concept is broad and cannot be confined to one organisation or sector. It contributes to the 
effective quality management of products/services and operations to promote optimum 
satisfaction and to maintain competitiveness in the market. The analysis of various TQM 
definitions in the literature indicates similarities among them, with general emphasis on 
continuous improvement, customer satisfaction, human resource management and process 
management. The definitions are of the consensus that successful TQM hinges on top 
management commitment, employees’ involvement and data and information quality. Also, 
some authors included soft and hard TQM elements, with organisational performance and 
benchmarking comprising the TQM components. This highlighted the fact that the literature 
has yet to come up with a universal definition of the TQM concept.  
3.3.2. Critical Success Factors of TQM 
Critical success factors (CSFs) refers to the critical areas within the organisation to be 
performed for the achievement of its vision, mission and goals as categorised and highlighted 
by their effects (Oakland, 1995).  
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Aquilani et al. (2017) determined many CSFs which bolster effective TQM deployment. These 
encompass “commitment of top management, leadership of top management, consumer focus 
or contentment, training and education, information and analysis, strategic planning, supply 
chain management, quality team involvement, staff involvement, process management, HRM, 
employee relations, teamwork, and designing of products and services” (p. 187). 
Table 3.2: CSF for Successful TQM implementation  
CSF Insights  
Leadership and 
commitment of top 
management 
 
TQM should begin at the top, wherein thoughtful passion and dedication to 
leadership and quality should to be exhibited although it is certain that the middle 
management too is primarily responsible for conveying the message (Oakland and 
Morris, 2013). It is believed that the main responsibility of the top management is 
to set up a positive environment where autonomous tasks are backed by the work 
environment (Kedar and Borikar, 2016). 
Consumer satisfaction Consumer satisfaction pertains to achievements like consumer retention and market 
incursion. It is widely believed that consumer satisfaction is the crux of TQM 
(Aquilani et al., 2017). 
Information and 
analysis 
Measuring aids in assessing the quality of practices as well as product and service 
offerings. It is the most vital technique for assessing persistent improvement, 
supervise procedures, scrutinise and rectify gaps from the requisite benchmarks. The 
first step in measurement is collection of data (Malik, Sinha and Blumenfeld, 2012).  
Training and education Training and education under TQM pertains to training in tools and methodologies 
of TQM communication as well as small group problem solving (Kedar and Borikar, 
2016). TQM training is termed as a vital cog for effective deployment of TQM along 
with cost diminution and profit rise. For establishing a quality-oriented HR 
performance assessment system, it is necessary to consider the training 
requirements, staff motivation, and enrichment in future performance (Aquilani et 
al., 2017).  
Supply chain 
management 
Quality management on the part of the supplier is a key factor of TQM as parts and 
material are frequently a key source of quality issues. Firms should set up supply 
chain alliances for encouraging suppliers to deliver material to meet the expectations 
of consumers. For enhancement in product and service quality, all key suppliers 
need to adhere to the quality stipulations of the organisation (Aquilani et al., 2017). 
Strategic planning, and 
function of quality 
department 
Strategic planning refers to the activities that connect TQM with the firm’s vision, 
mission, outlined business strategy, and tactical priorities and objectives. It renders 
a clear idea of how the enhancement would aid the business entity and stimulate 
desired accomplishments like management and staff bonding (Kedar and Borikar, 
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2016). The department of quality is said to be one of the eight most crucial aspects 
when it comes to quality management (Aquilani et al., 2017). 
Employee engagement A crucial norm of TQM is that each individual in the organisation should be 
accountable for quality (Aquilani et al., 2017). Commitment and engagement on the 
part of employees have a significant impact on the performance of the business 
entity and are dependent on individual traits as well as management processes, 
environment at the place of work, behaviour, and conditions at the place of work 
(Malik et al., 2012).  
HRM According to Ahire, Golhar and Waller (1996), HRM is a facet of TQM approach 
which comprises training, engagement and empowerment of workers. Quality 
management processes along with advancement of organisational as well as 
managerial aptitude and information systems bolster cultural transformation that can 
drive business makeover (Aquilani et al., 2017). 
Process management A process is a series of interdependent tasks which utilise resources by transforming 
inputs into outputs (Aquilani et al., 2017). For attaining consumer satisfaction, 
Kedar and Borikar (2016) highlight the significance of dealing with the internal 
supplier relationship as the primary step in supporting process management. By 
means of a process of transforming the consumer-supplier chain relationship across 
levels, an improved focus can be attained, resulting in high-value work being carried 
out.  
Teamwork Teamwork leads to synergistic improvement in quality efforts. Workers should 
exhibit collaborative behaviour and optimistic attitude towards functioning as a 
team. It is a key facet of the human resources which has been determined as a vital 
success factor for the effective implementation of TQM initiatives (Kedar and 
Borikar, 2016). 
Employee relations This refers to the degree of employee engagement in quality problem solving that 
can be improved through top management commitment (Aquilani et al., 2017). 
Product/service design This augments the competitive edge between business entities and for single 
organisations. It enhances the quality of products and the internal quality besides 
impacting the overall performance of the enterprise (Arumugam and 
Mojtahedzadeh, 2011).  
Other studies in the literature divided CSFs into two categories (Ho, Dufy and Shih, 2001; 
Rahman and Bullock, 2005); soft TQM and hard TQM which are reviewed in the subsequent 
sections.  
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3.3.2.1. Soft TQM 
In essence, this type of TQM elements is comprised of HRM dimensions (Rahman and Bullock, 
2005). Similarly, Lewis, Pun and Lalla (2006) explained that soft TQM factors are linked to 
behavioural aspects and they deal with individuals in the form of education and training, 
leadership, empowerment, loyalty, teamwork, human resource use, customer focus and 
satisfaction, communication, supplier relationship, performance awards, social responsibility 
and quality culture.  
Moreover, soft TQM have been likened to behavioural aspects of human management that 
covers shared vision, commitment of workforce, cooperative supplier relationships, customer 
focus, personnel training and teamwork use (Rahman and Bullock, 2005). Also, in a related 
study, Fotopoulos and Psomas (2010) highlighted soft TQM factors as including leadership, 
employee management and involvement, customer focus, strategic quality planning, supplier 
involvement, knowledge and education and process management.  
Conversely, Madi, Jegak and Tari (2009) indicated six soft TQM factors that are linked to 
Malaysian manufacturing firms and they are customer focus, training and education, 
management commitment, employee involvement, supplier relationship, and reward and 
recognition. Finally, soft TQM factors was revealed to have more influence compared to hard 
TQM factors when it comes to performance and the development of competitive strategy 
(Kanapathy et al., 2017). 
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In a recent study, Arunachalam and Palanichamy (2017) argue that previous studies which have 
attempted to link TQM and employees’ satisfaction are either theoretical without empirical 
evidence or had limited outcome in scope as they link only few elements of TQM with 
employees’ job satisfaction and commitment. To address the gap in the literature, the scholars 
examined the relationship between TQM and employees’ job satisfaction and commitment 
from the aspect of soft strategies of the concept in the context of Indian manufacturing industry. 
Their conceptual model included nine aspects of TQM which are “employee empowerment, 
employee training, teamwork, appraisal systems, customer focus, continuous improvement, top 
management commitment, organisational trust, and employee involvement” (p.386). Their 
findings show that six out of nine soft aspects of TQM played a role in determining job 
satisfaction and commitment. In fact, the predictors of both job satisfaction and commitment 
were the same except for the strength of prediction.  
3.3.2.2. Hard TQM 
Hard TQM has a significant relationship with continuous improvement organisation (Sitkin, 
Sutcliffe and Schroeder, 1994). Management literature shows that hard TQM deeply impacts 
on the performance of organisations (Rahman and Bullock, 2005). Hard TQM factors are also 
system-oriented and are not as difficult to measure (Lewis, Pun and Lalla, 2006). Added to 
this, prior literature provided mixed findings when it came to the relationship between hard 
TQM and performance (Yunis, Jung and Chen, 2013).  
Hard TQM covers quality systems, improvement and innovation, benchmarking, quality 
assurance, flexibility, just in time, information and performance measurement, zero defect, 
process control and product/service design, strategic planning, and process management.  
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Also, hard TQM was identified by Fotopoulos and Psomas (2009) as management of quality 
and technique that involves the use of scatter diagram, relations diagram, run chart, affinity 
diagram, cause and effect diagram, control charts, force-field analysis, effect analysis and 
quality function deployment as well as failure mode. 
3.3.3. Some Popular National Quality Awards 
According to Tan (2002), in the current competitive business environment, any organisation 
must adopt quality to obtain competitive advantage over its rivals. Hence, there is a tendency 
towards globalisation of business that encourages governing bodies in several countries around 
the globe to establish their national quality awards (NQA) for the recognition, support and 
promotion of total quality (Tan, Lin and Hung, 2003). NQA is set up for the achievement of 
several goals (Tan, Lin and Hung, 2003); 1) for the promotion of total quality awareness and 
raising of quality and productivity; 2) for the provision of assessment guidelines and continuous 
improvement, and; 3) for the promotion of competition and economic development in the host 
country.  
Additionally, NQA development throughout history has acknowledged three awards that play 
a major role in the quality revolution in the developed nations of U.S., European countries, and 
Japan. They are the Malcolm Baldrige National Quality Award (MBNQA), the European 
Quality Award (EQA), and the Deming Prize (DP) (Tan, 2002). Many countries depended on 
these awards to model their own. Such quality awards are often administered by the 
government with the assistance of examiners and judges from public and private businesses 
(Tan, 2002).  
NQAs primarily aim to boost the understanding and evaluation of the organisations of their 
current performance for future developments and to assist them in the identification of areas 
that require enhancement (Lee, 2002).  
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The next sub-sections provide a discussion on some of top important quality awards; the 
Malcolm Baldrige National Quality Award (MBNQA) in the U.S., the European Quality 
Award (EQA), the Deming Award (DA) in Japan, the Dubai Excellence Quality Award in the 
UAE, the United Kingdom Quality Award (UKQA) in the U.K., the Canadian Awards for 
Excellence (CAE) in Canada and the Quality awards in Malaysia (PMQA). 
3.3.3.1. Malcolm Baldrige National Quality Award (MBNQA) 
The Malcolm Baldrige National Quality Award (MBNQA) was passed by the U.S. Congress 
in 1987 to assist firms in realizing their long-term objectives. It has three categories of 
eligibility namely, service, manufacturing and small business firms (Puay et al., 1998). 
MBNQA promotes three essential features which are “the belief that the quality increases the 
competitiveness, the understanding of the need for excellence and, quality of products or 
services and the diffusion of benefits by implementing the quality strategies” (Lazaros, Sofia 
and George, 2016, p. 437). The award assessment comprises of an initial write-up application, 
site visitation, and it culminates with end evaluation and review. Six awards are provided in 
each category and the winning firms share their information of successful quality strategies 
with other firms (Puay et al., 1998).  
Furthermore, MBNQA comprises of seven categories and several items, with the categories 
being leadership, strategic planning, customer and market focus, information and analysis, 
human resource management focus, process management and business outcomes (Lazaros, 
Sofia and George, 2016).  
3.3.3.2. European Quality Award (EQA) 
The European Quality Award (EQA) was introduced in Europe in 1991 through the support of 
the European Organisation for Quality and European Commission (Puay et al., 1998).  
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It comprises of two categories namely, the European Quality Award and the European Quality 
Prize (Conti, 2007; Puay et al., 1998), with the first award granted to the top successful 
companies in TQM in Western Europe, and the second one granted to companies that succeed 
in fulfilling excellence in quality management as well as continuous improvement. There are 
nine criteria of EQA for the European Quality Management Excellence Model, which are 
policy and strategy, leadership, partnership and resources, people, processes, people results, 
society results, customer results and key performance results (Parvadavardini, Vivek and 
Devadasan, 2016).  
3.3.3.3. Deming Award Prize (DAP) 
Deming Application Prize was introduced in Japan in 1951 and it is the first quality award in 
the world that encouraged the U.S. and Europe to introduce their awards MBNQA and EQA. 
The DAP is granted to firms that systematically apply quality principles (Lee, 2002). The DAP 
is granted to firms that excel in applying plan-do-check-act (PDCA) cycle (Breja, Banwet and 
Iyer, 2016). 
3.3.3.4. Dubai Quality Award Model 
The Dubai government has set up some awards to improve performance to reap benefits from 
it while determining areas of weaknesses. The Dubai Government Excellence Programme is 
one of such awards that were established by the Dubai government to enhance the government 
firms (Lasrado, 2017). Other awards include Dubai Quality Award, Dubai Service Excellence 
Scheme, Emirates Quality Mark, Dubai Human Development Awards, and Mohammed Bin 
Rashid Al Maktoum Business Awards. 
More specifically, the Dubai Quality Award (DQA) was introduced by the Dubai’s Department 
of Economic Development in 1994, with Sheikh Mohammed as the Chairman (The Media 
Office of Dubai Government, 2012). The DQA was established to be an instrument of 
enhancing the standards of the business operations among firms in Dubai (Lasrado, 2016).  
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The award consists of various sectors of Dubai’s economy including services, manufacturing, 
finance, construction, trade and professional. Moreover, the award has its basis on the 
Excellence European Model (EFQM) that has been successfully applied in both private and 
public firms since its inception in 1992. Hence, all nine criteria of the base award are applied 
on the DQA. The DQA consists of various categories namely, The Dubai Quality Award Gold 
Category (GOLD), the Dubai Quality Award (DQA), the Dubai Quality Appreciation 
Programme (DQAP) (Lasrado, 2017). 
3.3.3.5. United Kingdom Quality Award (UKQA) 
The United Kingdom Quality Award was established by the British Foundation in 1994 (Puay, 
Chin and Lau, 1999). It grants its awards to organisations in different sectors (public, private 
and voluntary sectors).  
Added to the above, the UKQA comprises of four categories and they are; 1) business with 250 
employees or lower, 2) business with 251 employees or over with the inclusion of subsidiaries, 
3) public and voluntary sector organisations with 250 employees or lower, 4) public and 
voluntary sectors with 251 employees or over. Furthermore, the process of assessment used in 
UKQA is like that used in MBNQA.  
3.3.3.6. Canadian Awards for Excellence (CAE) 
In Canada, the Canadian Awards for Excellence (CAE) was established in 1997 and it covers 
three individual awards namely, the Entrepreneurship Award, the Quality Award, and the 
Innovation Award. The award is on the same level as the National Quality Award (Puay, Chin 
and Lau, 1999).  
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Moreover, it comprises of eight categories, with four private sector categories encompassing 
small-medium and large manufacturing, service small-medium and large, three public sector 
categories encompassing government, education and healthcare, and a single category for non-
profit organisations. The selection process criterion of this award is like that of the MBNQA 
(Xie et al., 1998).  
3.3.4. TQM in the Service Sector 
Every organisation must realise the aspect of quality control and management for maintenance 
of environmental operations. TQM is a concept that can contribute value to every organisation. 
In the context of the service sector, TQM has taken centre stage notwithstanding the business 
nature and scope. TQM has become a significant field of study in the service sector around the 
globe as evidenced by the several studies conducted on different TQM areas (Brah, Li Wong 
and Madhu Rao, 2000; Agus, 2004; Sit et al., 2009). In Table 3.3, the TQM scope and 
significance in the different areas of the service sector found in the literature are presented.  
Table 3.3: Studies on TQM in Service Sector 
Area or Issues Studied Relevant References or Studies 
Barriers associated with the implementation of TQM Soltani, Lai and Gharneh (2005); Bhat and 
Rajashekhar (2009); Ab-Rahman, Shokshok, and Abd 
Wahab (2011) 
Essential dimensions of TQM Tarí (2005); Saravanan and Rao (2006); Talib and 
Rahman (2010), Talib, Rahman and Azam (2011); 
Elshaer and Augustyn,(2016) 
TQM framework improvement  Hafeez, Malak and Abdelmeguid (2006); Talib 
Rahman and Azam (2010) 
TQM models and theories development  Bayraktar, Tatoglu and Zaim (2008); Bou-Llusar et al. 
(2009); Kakkar and Narag (2007) 
Identification and implementation of 
TQM practices in service sector 
Khamalah and Lingaraj (2007); Sureshchandar et al. 
(2002), Talib, Rahman and Azam (2011) 
Impact of TQM on service industry Kumar et al. (2009), Talib and Rahman (2010) 
Relationship between TQM and customers and 
employees’ satisfaction 
Mehra and Ranganathan (2008), Sahney, Banwet and 
Karunes (2004), Yang (2006), Sila and Ebrahimpour 
(2005), Sit et al. (2009); Teh et al. (2009) 
Relationship between TQM and organisational 
performance and culture 
Prajogo and McDermott (2005); Bou and Beltran 
(2005), Hafeez, Malak and Abdelmeguid (2006) 
Relationship between TQM and best quality 
performance  
Arumugam, Ooi and Fong (2008); Hasan and Kerr 
(2003), Prajogo (2005), Prajogo and Brown (2004) 
Role of TQM in knowledge management and sharing Rad (2006); Jacobs and Roodt (2007); Cheah et al. 
(2009) 
Role of TQM in new product development Sun, Zhao and Keung Yau (2009), Dayan and Di 
Benedetto (2009) 
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It can therefore be stated that the TQM notion has permeated the service sector notwithstanding 
the nature of business. The literature shows that TQM has been implemented in all corners of 
the service sector with the inclusion of healthcare as evidenced by studies of Kaluzny, 
McLaughlin and Simpson (1992), Zabada, Rivers and Munchus (1998), Øvretveit (2000), 
Revere and Black (2003), Yang (2003), Hazilah Abd. Manaf (2005) and Naeem Saif and Qasim 
(2011), and the hospitality industry as shown in the studies of Eraqi (2006), Claver-Cortes et 
al. (2008), and Wang, Chen and Chen (2012) and Brown (2013).  
Other studies have focused on the telecommunication and IT sector (e.g., Prajogo and Sohal, 
2006; Khan, 2010; Sajjad and Amjad, 2012), the education sector (Babbar, 1995; Motwani and 
Kumar, 1997; Mukhopadhyay, 2005; Svensson and Klefsjo, 2006; Erturgut and Soyşekerci, 
2009; Sallis, 2014; Suleman and Gul, 2015; Mateos-Ronco and Hernández Mezquida, 2018),  
the airline/aviation industry (e.g., Kumar et al., 2009; Psychogios and Tsironis, 2012; Singh 
and Sushil, 2013) and police services (Galloway, 1994; Stevens, 2001; Tomaževič, Seljak and 
Aristovnik, 2016). 
Al-Marri, Ahmed, and Zairi (2007) examine the critical success factors of TQM 
implementation in the UAE banking sector. The scholars identified twelve CSFs for the 
successful implementation of TQM which are top management support, strategy, continuous 
improvement, benchmarking, customer focus, quality department, human resource 
management, quality technology, service design, employees, servicescapes and quality 
systems. 
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In a recent study, Singh and Sushil (2013) identified a total of 14 variables based on an intensive 
literature review, brainstorming and experts in the Indian airline industry. They have found that 
the level of top management commitment, training and education for employees, continuous 
improvement and commitment to quality, empowerment of employees, benchmarking and 
employee commitment are significant enablers of TQM implementation in the airline industry. 
Voon et al. (2014) developed an instrument for measuring hospital service excellence culture. 
It consists of 21 items and is based on the following factors: total employee involvement, 
continuous improvement, continuous training, teamwork, empowerment, top management 
commitment and support, democratic management style, customer satisfaction focus and 
quality culture.  
Psomas and Jaca (2016) examined the relationships between TQM factors and organisational 
performance based on data from the services sector in Spain. They identified five TQM factors, 
namely, quality practices of top management, employee quality management, employee 
knowledge and education, process management and customer focus. 
More recently, Bouranta, Psomas and s Pantouvakis (2017) made an attempt to deepen the 
existing literature by identifying and confirming the enablers and outcomes of TQM 
specifically within the hospitality industry. The scholars focused on examining the relationship 
between the implementation of TQM practices and superior company performance. Their 
research revealed that CSFs for the hotel industry include the quality practices of top 
management, strategic quality planning, employee quality management, customer focus and 
employee knowledge and education.  
On the other hand, the performance dimensions include financial performance, customer 
focused performance and service quality performance. Their results also confirmed that most 
of the TQM elements are antecedents of hotel business performance.  
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3.3.4.1. Principles of TQM
In the past few years, TQM has become a key area of study in the field of services sector in 
different countries, and despite the nature of business, yet it revealed that TQM is based on 
different principles as illustrated in Figure 3.1.
Figure 3.1: TQM Principles
These principles are reviewed in the subsequent sections. 
3.3.4.1.1. Management Commitment and Involvement 
Top management has a key role in the successful TQM implementation in two basic ways; 
first, to model TQM philosophy and principles within operations of every department, where 
top management can form the backbone of TQM implementation within all departmental 
processes. 
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The second way is for top management to support subordinates in their TQM implementation 
(Ugboro and Obeng, 2000). In fact, top management support allows process throughout the 
company to adapt TQM by developing employees’ training and development initiatives. For 
all the adaptation, there is a certain term called organisational cultural shift that is a pre-
requisite for successful TQM implementation. This indicates that successful TQM may not be 
possible if organisational leaders’ support is missing. Change management thus plays a role in 
bringing about changes in the company to facilitate organisational effectiveness (Ugboro and 
Obeng, 2000).  
In the UAE, Smadi and Al-Khawaldeh (2010) conducted a study examining the TQM 
application and found moderate TQM constructs adaptation, with factors like flexible 
manufacturing, leadership and employee empowerment underlined but with customer care and 
benchmarking practices largely ignored. As for their model, no relevant variance was placed 
on TQM implementation in firms having different characteristics. Nevertheless, the values 
adopted in the organisation generally represent the culture, which determines the level and 
scope of the TQM values application (Huq and Martin, 2000). Evidently, the UAE culture is 
such that it comprises of unsuitable workforce selection that stems from nationals’ perception 
versus the perception of citizens (Al-Haj, 2006; Gimenez-Espin, Jiménez-Jiménez and 
Martínez-Costa, 2012).  
Also, in the perception of UAE, Al-Khalifa and Aspinwall (2000) revealed that specific 
reference to Qatari organisations are made including low quality human resource management 
and training in quality management, wherein which promotions hinge on nationality as opposed 
to qualifications. In this regard, it is important for employees to feel responsible to meet 
customer satisfaction and thus, they need to be included from the development of organisation 
vision, strategies and plans for successful implementation of TQM.  
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3.3.4.1.2. Employee Involvement 
Customer satisfaction has been evidenced to relate to the performance of employees in that for 
the improvement of customer satisfaction, it is crucial that employees adopt TQM seamlessly 
into their work processes in a positive manner. Enhancing the effectiveness of the organisation 
through TQM implementation can be realised through employee empowerment and motivation 
(Lawler et al., 1992; Ugboro and Obeng, 2000).  
Both empowerment and motivation lead to job satisfaction among employees, with their 
involvement and their perceptions. The next section provides a discussion on cultural change 
and its effect on employees, both positive and negative, in relation of the TQM implementation.  
The findings show that people-related TQM practices are positively related to job satisfaction 
at both individual and organisational levels, with a stronger effect on employee attitudes 
observed at the organisational level (Prajogo and Cooper, 2017).  
3.3.4.1.3. Quality Culture 
Culture comprises of shared values that affect quality management implementation and the 
overall structure of the organisation (Al-Khalifa and Aspinwall, 2000). In this regard, UAE 
national employees lack professionalism and misuse their time on trivial activities and hence 
de-motivating committed employees and such negative culture-based attitude limits 
management’s disciplining of employees in the UAE (Zink, 2007; Al-Attal, 2009).  
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Organisations generally acknowledge the significance of the TQM human factor in that 
employees are the major driver of ongoing improvements and sustainability of the TQM 
program. As such, it is important for organisations to consider the entire critical factors relating 
to employees that impact successful TQM program implementation (Antony et al., 2002). They 
should consider the requirement for effective application of employees’ involvement and 
empowerment, in the quest of establishing sustainable TQM implementation and ensuring job 
security (Soliman, 2013). In a related study, Zaramdini (2007) revealed that internal process is 
what UAE service sectors certified firms focus on – rather than the balance between external 
qualities with internal processes. Zaramdini (2007) found this to be attributed to the 
accreditation process.  
More importantly, Claver et al. (2001) evidenced that TQM may still be successfully 
implemented in a deficient environment after which, such environments operate successfully 
– nevertheless, cultural issues remain the ultimate barrier towards successful TQM 
implementation (Jones and Seraphim, 2008). Successful TQM implementation calls for the 
restructuring of the culture of the organisation (Jabnoun and Khalifa, 2005). In the context of 
the UAE, organisations are proactively incorporating IT practices in their strategies and 
provision of services to positively affect their profitability (Daghfous and Barkhi, 2009).  
Increasing interest has been developed in the literature concerning the TQM implementation 
the case of service industries with several authors (e.g., Chyi-Lee, Lee and Chang, 2001; Yasin 
et al., 2004; Talib and Rahman, 2010) identifying the effect on TQM performance of related 
CSFs in the same context. These studies aimed to help the implementation of TQM principles 
in an effective manner through the adoption of specific practices.  
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Majority of the studies of TQM implementation in the service industries are focused on 
determining CSFs; for instance, Sureshchandar, Rajendran and Anantharaman (2001) 
highlighted 12 critical factors for effective TQM implementation in service organisations, 
while on the other hand Porteous (2013) conducted a study on the same issue and identified 
factors that affect TQM implementation in three different industries, with the inclusion of the 
service industry. Despite the comprehensive nature of the latter research, it did not measure the 
effect of the CSFs on employees, managers and the organisations. Therefore, Talib and 
Rahman (2010) proposed a model known as “the components of TQM” to enhance the 
performance of organisations” similarly, Sahu, Shrivastava and Shrivastava (2013) revealed 
TQM critical factors that enhance sustainable quality improvements in technical institutions. 
Similarly, in Talib, Rahman and Qureshi (2013) study, the authors examined the TQM 
practices-quality performance relationship in the case of Indian service firms. 
According to the theory of TQM, quality applies not just to the products and services provided 
but also to the people and processes that provide them and the environments in which they are 
provided (Goetsch and Davis, 2006).The TQM factors revealed by the current empirical 
research in hotel industry are the quality practices of top management, strategic quality 
planning, employee quality management, customer focus and employee knowledge and 
education. The results also confirmed that most of the TQM elements are antecedents of hotel 
business performance (Bouranta, Psomas and Pantouvakis, 2017).  
In addition, Talib, Rahman and Qureshi (2013) also evaluated quality performance based on 
items dealing with product, processes and service quality, employee service quality, employee 
satisfaction, customer satisfaction and supplier performance. 
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3.3.4.1.4. Customer Focus and Satisfaction 
Quality management mainly focuses on creating customer awareness about the organisation 
and its processes that are primarily achieved through marketing and communications 
(Psychogios and Priporas, 2007; Pettaway et al. 2015). This shows that TQM provides 
guidance in the form of principles that cater to quality management and the way it assists 
organisations in enhancing quality and satisfying both customer groups (internal and external) 
(Talib, Rahman and Qureshi, 2012). It is thus a must, while implementing TQM, to ensure that 
the integrated system, strategy, tool or any function/process meets the expectations of 
customers. In this regard, the role of internal as well as external customers is significant in 
helping the organisation to drive production and hence, their needs and expectations should be 
highlighted through the efforts of improvement (Haizer and Render, 2001).   
Internal customers are represented by the employees working in the organisation, whereas 
external customers are represented by the buyers of goods/services of the organisation (Koc, 
2006). This shows that internal as well as external customers’ satisfaction should be achieved 
as both define quality in their experience with the organisation. This notion was supported by 
Oakland and Morris (2013) when he contended that organisations consist of employees and 
customers that form a quality chain within the organisation, indicating that each employee 
represents a prospective customer and supplier throughout the production process (Oakland 
and Morris, 2013). The process of production is pre-organised in such a way that each 
procedure calls for specific needs and expectations to be satisfied by those working on the 
process. The meeting of needs and expectations results in the production of quality services 
(Oakland, 1993).  
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More importantly, the concept of customer satisfaction and focus in TQM is extensively related 
with external customers as they are the ones that use the products/services provided by the 
organisation and ultimately decide on their quality (whether their expectations are met by it) 
(Goetsch and Davis, 2014). Satisfied customers will lead to success and growth of the 
organisation through increased profitability and demand of products/services, but dissatisfied 
customers will lead to defection which means business loss (Goetsch and Davis, 2014). 
Customer defection generally arises if the customers stop using the services/products of the 
organisation and shift to alternative products from other organisations to meet their needs and 
expectations (Williams et al., 2004). Moreover, in the service sector, the way the organisation 
interacts with the customers affect the latter’s satisfaction more than the actual service 
provided. Hence, a face-to-face interaction between the service deliverer and the customers is 
of exceptional significance. In other words, poor service quality/interaction could dissatisfy 
customers and eventually negatively impact the provider of service (Williams et al., 2004). 
The measurement of customer satisfaction to determine successful TQM entails some key 
indicators that are provided by the literature to be used in service organisations. The key 
indicators include, the employees’ friendliness level, the safety/risk related with the service, 
billing process (flexibility), the employees’ responsiveness to the request of the customer, the 
appearance of physical facilities, each approach towards the service provider, inclination of the 
employees to listen to customers, and the employees’ sincerity and ability to communicate with 
customers in clear language (Silvestro, 2002; Jun and Cai, 2010).  
In the case of Dubai’s service sector in the UAE, the literature shows considerable lack of 
studies focusing on customer satisfaction, particularly in terms of TQM implementation (Smadi 
and Khawaldeh, 2010).  
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In a more general sense, Al-Marri, Ahmed and Zairi (2007) examined the UAE banking sector 
for the success factors of TQM implementation. They gathered data in the form of empirical 
case studies from 250 UAE banks that had successfully implemented TQM. The study findings 
showed that selected banks adopted great customer focus. Their study is limited in that it just 
focused on one of the UAE service sectors and it only considered banks that successfully 
adopted TQM.  
Accordingly, the present study contributes to the literature by addressing some limitations of 
studies in the literature and focusing on Dubai, UAE as studies in this context are still scarce. 
3.3.4.1.5. Continuous Improvement 
Continuous improvement is the top essential principle of TQM as it results in enhanced and 
optimum quality process. The TQM principle enables organisations to determine novel ways 
to generate best quality products/services and efficient processes to satisfy customers and to 
obtain competitive advantage in the industry (Rampersad, 2001; Walsh, Hughes and Maddox, 
2002).  
Continuous improvement is the dynamic process to remedy the workflow for the betterment of 
the organisations. Moreover, leaders act to attain continuous improvement by small changes to 
improve the TQM process rather than radical changes (Sharma, 2017). 
Moreover, for continuous improvement, it is important for the organisation to make use of 
analytical methods, quality tools and creative thinking. However, Talib (2013) contended that 
for the achievement of continuous improvement, it is important that the organisation develop 
a quality improvement team that can address the concerns and issues related with product 
quality or service quality in a timely manner. The team must be capable of communicating the 
important activities, progress and outcomes related to the product/service quality to 
management and other employees (Talib, 2013).  
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In this regard, organisations generally acknowledge the significance of the human factor in 
TQM, as the employees are the drivers of continuous improvements and TQM programs 
sustainability and as such, it is important to consider the critical factors related to employees 
that could affect a successful TQM program (Soliman, 2013). Also, Feigenbaum (2002) related 
that the organisation’s ability to maintain continuous improvement holds the key to growth and 
achievement of quality and meeting customer satisfaction.  
Aside from the above studies, Fuentes-Fuentes, Albacete-Sáez and Lloréns-Montes (2004) 
revealed that continuous improvement is a term that assures effective monitoring and 
examination of technical and administrative processes to determine the most optimum ones. In 
this line of study, Muffatto and Panizzolo (1995) explained that TQM consists of the design of 
production procedure, a system of continuous improvement, and an ongoing cycle of various 
processes (e.g., planning, execution and evaluation). 
Also, in the topic of continuous improvement, Oakland and Morris (2013) laid emphasis on the 
contribution of such improvement to creating an effective team whose members are 
knowledgeable of the quality process and can rectify weaknesses to promote products and 
services of optimum quality to meet the expectations of customers (Oakland and Morris, 2013). 
It is evident from the prior studies that TQM is focused on continuous improvement in the 
entire production processes of goods/services, from planning and decision making to work 
completion with the support of front-line workers. The aim behind continuous improvement is 
to ensure that the system is devoid of mistakes and defects that could compromise the quality 
of products and services to meet customer demands.  
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In the case of Dubai, the adoption of continuous improvement as a TQM key principle in the 
service sector has been largely ignored in the literature. Only one study was found in the context 
of UAE and it is focused on the banking sector, where continuous improvement has been 
acknowledged as a critical success factor (Al-Marri, Ahmed and Zairi, 2007). Nevertheless, 
this study did not represent the whole UAE banking sector, particularly Dubai as it only 
included those banks that successfully implemented TQM in their processes and operations. 
This calls for the further elaboration and identification of the service sector in Dubai, 
considering continuous improvement as a key TQM principle.  
Table 3.4 contains the summary of the studies carried out in the literature that have been 
dedicated to the TQM principles in the context of the global service sector. The table shows 
the lack of focus on the Dubai service sector, underlining the need for more studies in this area 
to minimise the research gap. 
Table 3.4: Studies on TQM Principles in Service Sector 
TQM Principles Relevant Studies and References 
Management 
Commitment and 
Involvement 
Li (1997); Gupta, McDaniel and Kanthi Herath (2005); Sureshchandar, Rajendran 
and Anantharaman (2002); Saravanan and Roa (2006); Samat, Ramayah, Mat 
Saad (2006); Shieh and Wu (2002); Brah, Li Wong and Madhu Rao (2000); Tsang 
and Antony (2001); Kanji and Wallace (2000); Mahapatra and Khan (2006);  Al-
Marri, Ahmed and Zairi (2007); Khamalah and Lingaraj (2007); Selvaraj (2009) 
Employees Involvement  Behara and Gundersen (2001); Samat, Ramayah, Mat Saad (2006); Brah, Li 
Wong and  Madhu Rao (2000); Tsang and Antony (2001); Kanji and Wallace 
(2000); Mahapatra and Khan (2006);  Al-Marri, Ahmed and Zairi (2007) 
Quality Culture Gupta, McDaniel and Kanthi Herath (2005); Sureshchandar, Rajendran and 
Anantharaman (2002); Saravanan and Roa (2006); Tsang and Antony (2001); 
Ueno (2008); Mahapatra and Khan (2006);  Al-Marri, Ahmed and Zairi (2007) 
Customer Focus Gustafsson, Nilsson and Johnson (2003); Sureshchandar, Rajendran and 
Anantharaman (2002); Saravanan and Roa (2006); Samat, Ramayah, Mat Saad 
(2006); Brah, Li Wong and  Madhu Rao (2000); Tsang and Antony (2001); Kanji 
and Wallace (2000); Mahapatra and Khan (2006);  Al-Marri, Ahmed and Zairi 
(2007) 
Continuous Improvement  Sureshchandar, Rajendran and Anantharaman (2002); Saravanan and Roa (2006); 
Samat, Ramayah, Mat Saad (2006); Shieh and Wu (2002); Tsang and Antony 
(2001); Mahapatra and Khan (2006);  Al-Marri, Ahmed and Zairi (2007); 
Khamalah and Lingaraj (2007) 
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3.3.4.2. Advantages and Disadvantages of TQM in the Service Sector 
TQM has been identified in both academic and professional circles for its advantages and 
disadvantages in all sectors, including the service sector. The advantages and disadvantages of 
TQM in the service sector are explained in the next sub-sections.  
3.3.4.2.1. Advantages 
Mann, Adebanjo and Tickle (2011) revealed a positive effect of TQM on business activity and 
in achieving competitive advantage in that TQM focuses on customer satisfaction issues and 
the implementation of the marketing concept. Also, TQM is a management tool that is used to 
achieve excellent services/products in the organisations (Moghaddam and Moballeghi, 2008), 
and as such, it is an effective solution to achieve customer satisfaction. Table 3.5 contains a 
summary of the advantages of TQM in the service sector as provided in the literature. 
Table 3.5: Advantages of TQM in Service Sector 
Advantages  Relevant Studies and References 
Reduce overall operation cost of the organisation  Oakland and Morris (2013); Hendricks and Singhal 
(1997); Holjevac (2008); Talib Rahman and Qureshi, 
(2012) 
Improve employees involvement  Dale (1994); Antony et al. (2002), Lewis, Pun and Lalla 
(2005), Talib, Rahman and Azam (2010) 
Enhance communication at all organisational level  Anjard (1998), Antony et al. (2002), Lewis, Pun and 
Lalla (2005); Talib, Rahman and Azam (2011) 
Increase organisational productivity  Antony et al. (2002), Muffatto and Panizzolo(1995), 
Samson and Terziovski (1999), Anderson et al. (1995) 
Improve overall work quality  Muffatto and Panizzolo (1995), Antony et al. (2002), 
Reed, Lemak and Montgomery (1996); Talib and 
Rahman (2010) 
Increase customer satisfaction and develop long-
term relationship between customers and 
organisation   
Antony et al. (2002), Anderson et al. (1995), Samson 
and Terziovski (1999), Reed, Lemak and Montgomery 
(1996), Talib, Rahman and Azam (2010) 
Increase organisational competitiveness in the 
industry  
Antony et al. (2002), Reed, Lemak and Montgomery 
(1996), Powell (1995), Holjevac (2008) 
Promote continuous improvement and innovation in 
entire process  
Corbett and Rastrick (2000), Reed, Lemak and 
Montgomery (1996), Talib and Rahman (2010) 
Improve customers service and loyalty Samson and Terziovski (1999), Reed, Lemak and 
Montgomery (1996), Anderson et al. (1995) 
Improve overall management of the organisation  Oakland and Morris (2013), Samson and Terziovski 
(1999), Kumar et al. (2009) 
Increase employees satisfaction and enhance 
motivation 
Samson and Terziovski (1999), Anderson et al. (1995), 
Holjevac (2008); Talib, Rahman and Azam (2010) 
Improve overall financial stability of the 
organisation  
Reed, Lemak and Montgomery (1996), Salaheldin and 
Mukhalalati (2009), Christensen (1995), Hendricks and 
Singhal (1997), Talib, Rahman and Azam (2010) 
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Improve process and performance management of 
entire organisation  
Lewis, Pun and Lalla (2005), Hendricks and Singhal 
(1997); Talib, Rahman and Azam (2010) 
Improve service or product quality Christensen (1995), Hendricks and Singhal (1997), 
Holjevac (2008) 
Increase social responsibility and ethics   Holjevac (2008); Hendricks and Singhal (1997) 
Improve employees’ moral and loyalty Ab-Rahman, Shokshok and Abd Wahab (2011), 
Kumar, Garg and Garg (2011), Walsh Hughes and 
Maddox (2002), Salegna and Fazel (2000) 
 
More specifically, Antony et al. (2002) provided an elaboration of the TQM advantages in the 
service sector success. TQM provides an enhanced overall organisation reputation by 
highlighting faults and issues and sorting them in a timely manner, and this eventually results 
in the zero-defect concept (Holjevac, 2008). In the case of service organisations, enhanced 
reputation is crucial because of the competitiveness in the service industry. A service firm with 
an excellent reputation has a benefit over its competitors, which makes it more attractive to 
customers. TQM enables timely determination of issues and faults, followed by their 
rectification so that customer harm will be kept to a minimum and customers may trust the 
organisation more (Talib, Rahman and Azam, 2010).  
TQM also assists in promoting employee morale and motivation towards embracing extra 
responsibility, encouraging teamwork, and promoting employees’ contribution towards 
decisions of quality management (Salegna and Fazel, 2000; Walsh, Hughes and Maddox, 
2002). It is important that service organisations motivate their employees and keep their morale 
high for minimal turnover as this is one of the major issues in the service sector. TQM maintains 
employees’ morale and makes them feel like they are a part of the organisation and it promotes 
their commitment and their productivity. Consequently, employees display more efficient work 
and they take pride in their work, which in turn, lead to higher quality standards (Ab-Rahman, 
Shokshok and Abd Wahab, 2011; Kumar, Garg and Garg, 2011).  
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TQM is also advantageous in relation to cost, with the integration of TQM evidenced to lower 
overall costs, minimise waste and service defects (Holjevac, 2008; Salaheldin and Mukhalalati, 
2009; Talib Rahman and Qureshi, 2012). Service sector defects/waste adds to the considerable 
overall costs, which eventually heightens the budget, and sometimes, influences the quality of 
service. Hence, with increased employee morale through TQM, workers understand the 
importance of quality and thus they keep the defects and wastes to a minimum, and ultimately 
save overall cost (Corbett and Rastrick, 2000).  
Additionally, TQM provides each employee the opportunity to become individual quality 
control inspectors, giving them the responsibility of checking each other’s works that are not 
up to the standards (Holjevac, 2008; Kumar et al., 2009; Talib, Rahman and Azam, 2010).  
Aside from the above advantages, TQM also works as a problem-solving tool for managers 
and supervisors (Corbett and Rastrick, 2000). In this regard, service organisations often cover 
a large working area or a huge size market and sometimes, it gets complicated for managers 
and supervisors to oversee all the activities in a limited time (Lewis, Pun and Lalla, 2005; Talib, 
Rahman and Azam, 2010). TQM makes work manageable by making every employee 
responsible for his/her working activities, and this saves management’s time (Lewis, Pun and 
Lalla, 2005; Talib, Rahman and Azam, 2010). Additionally, TQM assists in the development 
of management skills and capabilities that were not prior developed owing to lack of resources 
(Antony et al., 2002). Also, in service organisations, employees often lack formal education, 
training and management skills, in which case, TQM provides them the opportunity to learn 
skills and obtain training/education to learn something new for their efficient performance 
(Oakland and Morris, 2013).  
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It is notable that TQM enables service organisation managers to attend and to respond more 
towards issues and concerns that may influence the employees’ working environment (Reed, 
Lemak and Montgomery, 1995; Talib, Rahman and Azam, 2011). TQM provides the 
employees an opportunity to air their views, issues and problems in the workplace with 
management and this enables the latter to decide in a timely manner, rectify the issues and 
develop strategies to cope with the problem in an effective and efficient way (Hendricks and 
Singhal, 1997). Along the same line of advantage, TQM provides growth and development 
opportunities to employees in service sector by motivating management to integrate training 
initiatives (Dale, 1994). TQM also assists in developing current and future strategies that can 
be invaluable to enhancing the performance of the employees, and in turn, the performance of 
the entire organisation (Dale, 1994). 
It can be stated based on the above advantages that TQM is one effective quality management 
tool that works towards enhancing the overall quality of services/products in the service sector, 
improves performance of employees and management, creates a collaborative working 
environment, and contributes to successful employees and organisations. It can be stated that 
the integration of TQM into the Dubai service sector can promote efficient performance and 
ensure long-term success. 
3.3.4.2.2. Disadvantages 
Some TQM opponents have listed some of its disadvantages that need to be kept into 
consideration while implementing it as a quality management approach. These disadvantages 
are few compared to the advantages (see Table 3.6). 
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Table 3.6: Disadvantages of TQM in Service Sector 
Disadvantages  Relevant Studies and References 
No benefit at start Martínez Lorente, Dewhurst and Dale (1999); Holmes 
(2003); Bayazit and Karpak (2007) 
Employees may refuse to adopt change Lai (2003); Holmes (2003); Youssef et al (2002) 
High initial production cost  Martínez Lorente, Dewhurst and Dale (1999); Badrick 
and Preston (2001); Bayazit and Karpak (2007) 
Takes time in implementation  Mann & Kohoe (1995); Badrick and Preston (2001); 
Al-Hayani et al. (2010) 
 
As mentioned, the disadvantages of TQM discussed in the literature were fewer than its 
advantages. To begin with, Martínez Lorente, Dewhurst and Dale (1999), one of the major 
opponents of TQM contended that TQM fails to provide any benefit to the company at the 
beginning, and this was supported by Holmes (2003) who explained that the TQM impacts 
manifest only after several years of its implementation.  
Holmes (2003) added that TQM works when employees get used to doing quality work and as 
people often take time in adopting new habits and old habits, adopting TQM may take time. 
Also, TQM implementation calls for extensive training and skills of employees that relate to 
solving problems, identifying problems and brainstorming methods that could lead to low 
productivity if the employees are lacking them.  
Lewis, Pun and Lalla (2005) revealed that the implementation of TQM requires service 
organisations to change their culture, this is particularly true during the implementation as the 
TQM develops a new culture over time – this may overcome the time limitation related to TQM 
(Lewis, Pun and Lalla, 2005).  
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Another disadvantage of TQM is the refusal of employees to adapt to changes (Lai, 2003, 
Holmes, 2003; Youssef et al., 2002). More specifically, Lai (2003) related that old employees 
may not be willing to change as they are used to working with old approaches and this may 
influence TQM implementation in service organisations. Along a similar line of criticism, 
Youssef et al. (2002) related that TQM implementation calls for changes in the employees’ 
state of mind, attitude and methods of performing responsibilities. If management fails to 
communicate the TQM approach, the employees may become nervous and this will lead to 
their resisting the changes. This could in turn, lead to lower employee morale and productivity 
(Youssef et al., 2002).  
Resistance to change was also elaborated by Holmes (2003) as the major disadvantage of TQM 
as management and employee of organisations may refuse to change the standard business 
processes. However, Talib, Rahman and Azam (2011) revealed that this resistance can be 
changed easily by management communicating and demonstrating how TQM can lead to 
optimum working environment to the employees. In so doing, the employees will be motivated 
to adapt to the changes as this would benefit them (Talib, Rahman and Azam, 2011).  
The related high production cost during TQM implementation is another disadvantage as cited 
in numerous studies (e.g., Martínez Lorente, Dewhurst and Dale, 1999; Badrick and Preston, 
2001; Bayazit and Karpak, 2007). The authors contended that TQM incurs astronomical costs 
when it comes to its implementation and that it requires additional training costs, team-
development costs, infrastructure development and improvement costs, consultation costs, and 
other costs at the onset of implementation, and following a significant investment, the outcomes 
will only appear after several years.  
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Similarly, the cost disadvantage was also brought up by Bayazit and Karpak (2007) who 
illustrated that aside from the initial costs, TQM also requires ongoing investments while being 
implemented in the form of training costs, inspection costs for machines/procedures, quality 
measurement costs and other costs. Due to such costs, TQM may not be suitable for small 
companies with limited resources as TQM implementation may overtake financial gains 
(Bayazit and Karpak, 2007).  
However, Corbett and Rastrick (2000) downplayed this disadvantage as all quality 
management system requires significant costs but the outcomes are quite considerable and 
long-term that will enable the company to minimise business operation costs and obtain higher 
profitability.  
Lastly, the TQM implementation takes considerable time as evidenced by Mann and Kohoe 
(1995), Badrick and Preston (2001) and Al-Hayani et al. (2010). The first two studies showed 
that TQM takes a long time to implement and to show positive results, while the last one 
showed that conformity to TQM implementation calls for time, patience, dedication and 
motivation after which the benefits can be reaped. And in organisations functioning in highly 
competitive markets, there is no time to waste for such implementation (Al-Hayani et al., 
2010).  
In view of the last disadvantage, Ab-Rahman, Shokshok and Abd Wahab (2011) stated that 
every quality change takes time, but the final output is always worth it. According to them, the 
TQM approach is created for large organisations that are thriving in competitive environment, 
so they can leverage TQM implementation in the long-run (Ab-Rahman, Shokshok and Abd 
Wahab, 2011). 
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It can therefore be concluded from the above discussed TQM disadvantages that the Dubai 
service sector may face key challenges in the form of high costs, implementation time, 
employees’ resistance and late outcomes. Nevertheless, the provided suggestions to handle the 
disadvantages can be adopted by Dubai service firms to increase their productivity and ensure 
competitive advantages in the long-run.  
3.3.5. TQM in Public Organisations 
Based on the increasing studies in the literature, TQM stems from the private sector with the 
practices and principles permeating public sector organisations (Hammons and Maddux, 1990; 
Bennington and Cummane, 1997; Erridge, Fee and McIlroy, 1998), so much so, TQM has now 
been deemed to resolve several major problems in the public sector (Hammons and Maddux, 
1990; Sharma and Hoque, 2002; Kanji and Sa, 2007).  
In addition, public organisations were described by Dewhurst, Martinez-Lorente and Dale 
(1999) as organisations that have minimal interest in increasing profitability based on their 
objectives. Such type of organisations is of two types namely, government and non-
governmental organisations. In this regard, military and law enforcement in majority of 
countries are run by non-governmental organisations, while security services are run by 
governmental organisations (Dewhurst, Martinez-Lorente and Dale, 1999). Moreover, public 
organisations are considered to meet a social benefit with a confined budget, with little to no 
mind to competitive issues as their primary objective is to meet the societal needs as opposed 
to maximising customer numbers (Dewhurst, Martinez-Lorente and Dale, 1999; Zwain, Lim 
and Othman, 2014).  
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Also, ten dimensions of public organisations were highlighted by Dewhurst, Martinez-Lorente 
and Dale (1999), with top management support as the first one. In fact, top management support 
is one of the top dimensions of successful implementation of TQM. Top management 
commitment and acceptance of maximum responsibility for the service and product offering as 
well as the provision of the required leadership in pertinent in the production of vision and 
goals directed towards the achievement of the desired goals and objectives. 
The second dimension is customer relationship, referring to the needs of consumers. The 
satisfaction of consumers should be considered by the entire workers in the organisation. For 
the meeting of customer demands and their retention, employees’ relationship with customers 
must be optimum (Ahmad et al., 2017). 
The third dimension is supplier relationships and organisations must be mindful that TQM 
principles of suppliers’ selection must focus on quality more than price. In the context of public 
organisations, suppliers must be examined in terms of their product characteristics as such 
characteristics have to adhere to legal requirements (Fryer, Antony and Douglas, 2015). 
The fourth dimension is workforce management, and, in this regard, public organisations 
workforce must be directed through the empowerment of workers and teams, facilitated by 
training. These will work towards changing the perceptions and behaviours of workers in a 
positive manner. The fifth dimension is employees’ attitudes and behaviour. The successful 
implementation of TQM in organisations requires the stimulation of the attitudes among 
employees, their pride in their work and their loyalty (Xiong et al., 2017). 
Moreover, the sixth dimension is the product and service design process, where new 
product/service design needs to be evaluated prior to their marketing. Procedures and 
specifications also need to be clarified in their definition (Al Ghamdi et al., 2016).  
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The seventh dimension is the process flow management. TQM centres on the requirement for 
housekeeping matching the 5S concept and as such, non-statistical and statistical improvement 
instruments must be utilised. It is also important to proof processes from mistakes through self-
inspection conducted guided by clear work instructions (Enggartyasti and Caraka, 2017). 
Quality data and reporting is the eighth dimension, and, in this regard, quality information must 
be readily available in order for management to conduct effective decision making (Fryer, 
Antony and Douglas, 2015). 
The ninth dimension is quality department and in relation to this, organisational departments 
must have complete access to top management and coordination is key among all departments’ 
workers. The role of the quality department is defined by the notion that quality must be met 
and standardised by laws and regulations as opposed to customers. Lastly, the final dimension 
is benchmarking and in public organisations, it is crucial to benchmark with similar 
organisations in terms of best practices (Fryer, Antony and Douglas, 2015). 
In the same line of study, Murphey (1993) examined the effect of TQM implementation in the 
context of Florida Municipal Police Agencies using survey. His findings indicated low TQM 
implementation level in the state, but other agencies that have TQM are highly rated in their 
professional expertise, public interaction, internal stability and empowerment of officers and 
citizens.  
In Malaysian public organisations, the impact of ISO9000 on TQM was investigated by 
Ahmed, Hamid and Takahi (2008). In their study, they categorised the public sector in Kota 
Kinabalu Sabah into certified and non-certified ISO9000 considering TQM practices of 
leadership commitment, empowerment, teamwork, development and motivational strategies 
and training. Their findings indicated no significant effect between ISO9000 registered and 
non-registered departments in the entire TQM practices included in the study. 
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3.3.6. TQM in the Middle East and the Arab World 
A closer look into the literature of quality management revealed that majority of related studies 
were carried out in developed nations, with those conducted in developing nations lacking 
(Rao, Raghunathan and Solis, 1997), specifically in the Middle Eastern region (Dale et al., 
2001). In other words, empirical studies on quality management in developing countries, were 
largely ignored in the literature, particularly in Arab and Middle Eastern nations (Al-Khalifa 
and Aspinwell, 2000). In Sila and Ebrahimpour’s (2002) study, they stated that Middle Eastern 
countries’ implementation of TQM (i.e., in the UAE, Saudi Arabia and Qatar) only constituted 
1.7% of the reviewed studies, indicating lack of information from these countries concerning 
practices of TQM.  
In the past few years, quality management awareness in the Middle East countries (Dedhia, 
2001) has shown an increase although the implementation and adoption pace of TQM is still 
quite negligible (Al-Khalifa and Aspinwall, 2000; Chapman and Al-Khawaldeh, 2002). One of 
the major events to evidence the awareness is the first international conference towards quality 
management held in Bahrain in 1990 (Dedhia, 2001).  
While there are TQM studies dedicated to the Middle East, like that of Al-Sulimani and Sharad 
(1994), Zairi (1996) and Aly (1996) that focused on addressing the issues of organisations in 
this region, they are still few and far between, and only minimal studies are of the empirical 
type.  
One of such studies was carried out by Al-Khalifa and Aspinwall (2000) who focused on TQM 
implementation among firms in Qatar. They found that firms in Qatar faced several obstacles 
in their quest to implement TQM and these included top management commitment, lack of 
information and lack of education and quality training.  
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In the neighbouring country of Jordan, Chapman and Al-Khawaleh (2002) investigated the 
relationship between TQM implementation and productivity of labour in manufacturing firms. 
They found high TQM implementation rather than low implementation in firms to lead to high 
labour productivity. 
In a related study, Salaheldin (2003) examined data obtained from 84 Egyptian manufacturing 
organisations in his investigation of the factors that support and challenge TQM 
implementation. Based on his findings, Egyptian organisations face the same problems faced 
in developing nations attempting to implement TQM. The challenges include lack of training, 
top management commitment support, change resistance and resources. In their later study, 
Salaheldin and Mukhalalati (2009) proceeded to identify the TQM implementation critical 
factors and their effect on the organisational and operational performance using a survey 
distributed to 139 respondents. In his study, TQM was found to have a significant impact on 
organisational and operational performance of Qatari SMEs.  
In their study, Aamer, Awlaqi and Alkibsi (2017) found TQM principles were being practiced 
by Yemeni organisations, to some extent, and with variant levels. The most widely practiced 
principle was customer focus, and the lowest principle practiced was continuous improvement. 
Also, the data showed the level of TQM readiness in Yemeni organisations was 58.93 percent. 
This level of TQM readiness indicates there is a potential for successful adoption of quality 
management standards and models in Yemeni organisations. 
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Moving on to another Middle Eastern country, Al-Zamany, Hoddlee and Savage (2002) 
examined the understanding level of quality management among Yemeni firms in their case 
study. Their findings indicated that government support, organisational culture changes and 
technical understanding of TQM were the challenges faced by Yemeni firms in their TQM 
implementation. Meanwhile, in Saudi Arabia, the key elements of TQM in firms were 
investigated by Curry and Kadasah (2002) and they found learning quality management 
concepts to be the top TQM implementation factor. 
In a more extensive study, Ovretveit and Al-Serouri (2006) focused on the hospital quality 
management system in low-income Arabic nations and their findings showed that increasing 
adherence to few selected standards, generated modest enhancements in the patients use and 
satisfaction. 
With regards to the mediating effect of innovation and employee performance on the 
relationship between TQM and organisational performance, it was empirically studied by 
Sadikoglu and Zehir (2010) in the case of firms in Turkey. Their findings showed that 
employee performance and innovation performance partially mediated the TQM-firm 
performance relationship.  
In Iran, Rad (2006) investigated the impact of organisational culture on TQM implementation 
in Asfahan University Hospital using a survey questionnaire for data collection from hospital 
management and employees. TQM implementation rate was found to be of medium level. In 
Tunis, Lakhal, Pasin and Limam (2006) focused on the TQM practices impact on performance 
of Tunisian plastic transforming sector, by obtaining data from 133 questionnaires distributed 
to Tunisian firms. A positive relationship was found between TQM practices and performance 
of organisations.  
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Also, Bayazit (2003) concentrated on the importance of TQM practices based on data obtained 
from 100 survey questionnaires distributed to major companies. The findings indicated that 
increasing number of Turkish firms is inclined towards TQM implementation to obtain 
competitive advantages. Added to this, the author highlighted significant factors involved in 
successful TQM implementation and they include top management support, employee 
commitment and involvement, quality training and education, customer focus, statistical 
techniques use and teamwork. In Palestine, the effect of TQM implementation on the 
performance of Palestinian firms was studied by Baidoun (2004), with data collected through 
questionnaire and semi-structured interviews conducted with the respondents working in the 
firms. The author found 19 quality factors that play a role in successful implementation of 
TQM. 
It is evident from the above review of relevant literature that while there are studies that focused 
on TQM implementation impact on the performance of Middle Eastern firms, they are few and 
far between, and most are case studies or conceptual works, rather than empirical studies as 
have been carried out in the developed nations (e.g., the U.S., Japan and Europe) where 
empirical studies abound in the literature concerning TQM strategy and implementation 
(Djerdjour and Patel, 2000).  
In relation to knowledge management, the results provided by Zwain, Lim and Othman (2017) 
evidence that both TQM core elements and knowledge management (KM) processes should be 
implemented holistically. TQM core elements have a positive and significant impact on both 
KM processes and (academic performance) AP. Moreover, KM processes partially mediate the 
association between TQM core elements and AP. The TQM program as a knowledge-based 
approach will guide and enable the processes of KM, thereby assisting the educational 
organisations to improve their performance (Zwain, Lim and Othman, 2017). 
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As evident from the review of the literature in the previous sub-section, there are several CSFs 
associated with TQM related by the studies in their contexts. However, despite this fact, some 
CSFs are more important than others and were commonly shared among studies. In the present 
study, the most effective TQM CSFs are determined to suit the public service sector of Dubai. 
These include management leadership, strategic planning, human resource management, 
service design, information and analysis, continuous improvement and benchmarking, and they 
are used to examine the multidimensional effect of TQM on performance. The next sub-
sections present the CSFs in detail. 
3.3.7. Dimensions of TQM Used in this Study 
3.3.7.1 Management Leadership 
Top management leadership and commitment is deemed to be one of the crucial factors in 
TQM literature (Singh and Sushil, 2013). Top management leads the process, takes charge, and 
facilitate work directions (Vouzas and Psychogios, 2007). Several researchers have evidenced 
leadership as a crucial factor in performance (Vouzas and Psychogios, 2007; Bhat and 
Rajashekhar, 2009; Talib, Rahman and Qureshi, 2011; Dubey, Gunasekaran and Ali, 2015). 
Also, top management commitment is the major driver of business excellence (Kanji, 2001; 
Ngambi and Nkemkiafu, 2015).  
Effective leadership can maximise the importance of strategic planning, decision making 
through appropriate decisions. TQM leaders have an important role in the improvement of 
quality and better productive performance in an organisation. It is also evident that if there is a 
mismatch of the cognitive styles of leaders with TQM focus, it may interrupt the smooth 
functioning of the organisations (Kumar and Sharma, 2017). 
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In the explanation provided by Motwani (2001), where he had illustrated TQM as a house, with 
the top management commitment as its base, and thus, with a robust base, the stand can stand 
properly. In addition,  Zairi (1994) revealed that leadership as an element of TQM consists of 
provision of direction and vision to employees, enhancing communication skills, enhancing 
information-sharing ability, boosting enlightenment, and improving synergies value added. 
Additionally, leadership has a key role in leading the organisation’s successful adoption and 
implementation of TQM practices (Arooj, 2018). Viewed from another perspective, leadership 
combines between intangible and tangible resources (information and knowledge) (Amit and 
Schoemaker, 1993) to realize performance. High degree of leadership and top management 
commitment and support towards TQM implementation is expected to lead to high levels of 
organisational performance improvement (Hendricks and Singhal, 2001). 
3.3.7.2. Customer Focus 
Customer focus refers to the commitment of an organisation to identify and satisfy customer 
concerns about the quality and timeliness of their orders as well as to meet their demands for 
new products and services (Strong, 2006). Customer-focused companies tend to trade-off 
resource efficiencies for increased responsiveness to their customers’ demands.  
Focusing on customer needs can enhance customer service by implementing an appropriate 
information system that collects service performance information for management use (Roh, 
Ahn, and Han, 2005; Al-Dhaafri et al. 2016) and offers extra services. 
3.3.7.3. Strategic Planning 
The entire organisational strategies and activities formulating, implementing and evaluating 
the processes to achieve the objectives of the organisation are contained within strategic 
management (Srinidhi, 1988).  
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Strategic management is important because of its major role in leading the organisation to 
accomplish the goals and objectives. Strategic planning has been viewed by majority of 
researchers as the top significant tool when it comes to new strategy/practice implementation 
particularly in TQM (Oschman, 2017). In fact, TQM implementation without strategic 
planning is akin to sailing in the ocean sans the required paddles and thus, prior to TQM 
implementation, the vision, mission and strategic goals of the organisation must be established 
(Tari, 2005). 
Researchers in the literature acknowledge the important role of strategic planning in TQM 
practices implementation (Sila and Ebrahimpour, 2002; Oschman, 2017). They claim that the 
capability of the organisation to survive in a dynamic and uncertain market environment can 
be enhanced through strategic planning policies (Chenhall, 2005). 
3.3.7.4. Human Resource Management 
Another significant critical factor that assists in TQM implementation is human resource 
management. It is an element of TQM critical successful factors that cover employee 
empowerment, involvement and training (Ahire, Golhar and Waller, 1996). The TQM 
implementation through employees should lead to positive relationship among employees and 
eventually realise the competitiveness of the organisation (Akdere, 2006). 
In the present study, three sub-dimensions are included, with one of them being employee 
involvement. It is referred to as the participation of the employees in all organisational activities 
in different levels – this holds the key to successful TQM implementation, geared towards 
resolving issues and increasing knowledge and information flow (Vouzas and Psychogios, 
2007).  
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Employees’ direct participation in quality management systems, visions and goals are expected 
to result in successful TQM initiative (Motwani, 2001). The reason behind this involvement 
and participation is that innovative ideas arise from the employees doing the work (Thiagarajan 
and Zairi, 1997). In this regard, authors in the literature evidenced the positive effect of 
employee involvement in the process of TQM implementation (e.g., Oakland and Tanner, 
2007; Gadenne and Sharma 2009; Talib, Rahman and Qureshi, 2011; Bakotić and Rogošić, 
2017).  
Another dimension of HRM is employee empowerment and it is described as the authority and 
autonomy of employees working in various organisation levels. Such empowerment will make 
employees to have a sense of pride in improving themselves, in their workmanship, innovative 
ideas and self-evaluation (Thiagarajan and Zairi, 1997). Added to this, employees who are 
empowered are suitable for self-directing and self-managing teams because of which, 
employees feel like they belong to the organisation and they provide their best innovative ideas 
during their work (Singh and Sushil, 2013). Researchers have evidenced the importance of 
employee empowerment (e.g., Thiagarajan and Zairi, 1997; Bhat and Rajashekhar, 2009; 
Gadenne and Sharma 2009; Calabrese and Corbò, 2015).  
The final dimension discussed in this study is training, where employee training and education 
represent a significant investment for successful TQM (Baidoun, 2004). Employees who are 
educated and trained become an asset to the organisation and in this regard, knowledge and 
ability to practice TQM should be continuously promoted through training. Training as a CSF 
of TQM has been highlighted by numerous authors (e.g., Vouzas and Psychogios, 2007; Talib, 
Rahman and Qureshi, 2011).  
 95 
 
3.3.7.5. Service Design 
A customer-related TQM factor is service design and through such design, customer 
satisfaction can be met or exceeded, and the reputation of the firm may be enhanced among 
them, and thus, leading to the enhancement of organisational performance (Lakhe and 
Mohanty, 1995; Hasan and Kerr, 2003).  
Good service design leads to better service, as reflected by enhanced processes and ultimately, 
the competitive advantage of the firm. Many researchers revealed a positive service design-
organisational performance relationship in the literature (e.g. Anderson et al., 1994; Flynn, 
Schroeder and Sakakibara 1995; Baird, Jia Hu and Reeve, 2011).  
3.3.7.6. Information and Analysis 
Information and analysis are one of the CSFs of TQM that results in positive relationship with 
organisational performance (Talib, Rahman and Qureshi, 2013). Information and analysis 
comprise of a combination of software, hardware, procedures and people (Kartha, 2004). 
Presently, the dynamic changing technological environment has led the communication 
revolution to force organisations to use developed technology to stay competitive in the market. 
Studies have confirmed the positive influence of information and analysis on the performance 
of organisations (e.g. Powell, 1995; Ahire, Golhar and Waller, 1996; Sila and Ebrahimpour, 
2005; Sit et al., 2009).  
3.3.7.7. Continuous Improvement 
The primary objective behind TQM implementation aside from the satisfaction of customers 
is continuous improvement. Continuous improvement is described as the tendency towards 
improving the entire organisational aspects and searching for improvement in an ongoing 
manner to establish better methods and enhance processes (inputs and outputs) (Burli, 
Kotturshettar and Dalmia, 2012).  
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Through the enhancement of organisational processes, it becomes possible for the organisation 
to produce innovation, enhance processes (internal and external), exceed customer 
expectations, and develop value to all stakeholders. The literature dedicated to TQM evidence 
a positive continuous improvement-organisational performance relationship such as, Anderson 
et al. (1994), Flynn, Schroeder and Sakakibara (1995), Fotopoulos and Psomas (2010), and, as 
well as competitive advantages in the long run (Yusuf et al., 2007).  
3.3.7.8. Benchmarking 
Benchmarking is another CSF of TQM that measured the key business process against the 
industry’s best practice (Singh and Sushil, 2013). It is impossible for business organisations to 
reach universal and global standards without benchmarking their business processes with other 
entities (Motwani, 2001). According to Baidoun (2003), benchmarking catalyses the BPR, 
changes the organisational action and thinking, improves the performance of operations, and 
enhances business units, processes, and the entire organisation. He strongly stated clearly that, 
benchmarking refers to a tool for innovation rather than imitation (Thompson and Cox, 1997). 
It is a technique that utilised by organisations to compare themselves with their competitors in 
the same business, with the aim of enhancing processes such as: cost savings, satisfaction of 
both (internal and external customers) and process efficiency. 
Many researchers have revealed the positive outcomes of benchmarking (e.g., Gadenne and 
Sharma, 2009; Talib, Rahman and Qureshi, 2011, Barbieri et al., 2013) and its effect on 
organisational performance (e.g., Powell, 1995; Ahire, Golhar and Waller, 1996; Samson and 
Terziovski, 1999; Agus, 2005; Agus and Hassan, 2011). Other authors like Sinclair and Zairi 
(2000) considered it as a tool in TQM implementation and in developing processes. 
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3.4. Organisational Performance  
The system of organisational performance is characterised by a complex relationship 
comprising of six performance conditions namely, efficiency, effectiveness, innovation, 
quality, productivity and profitability (Sink and Tuttle, 1989). The aim of this section is to 
review organisational performance and to establish the link between TQM in the context of 
public organisations. 
3.4.1. Definition of Organisational Performance  
Organisational performance refers to a measure of the way an organisation is managed and the 
way it delivers value to its customers and stakeholders (Moullin, 2007). Additionally, 
organisational performance is a tool used for the assessment and evaluation of the successful 
creation and delivery of value to internal and external customers (Antony and Bhattachatyya, 
2010).  
In the current business environment rife with competition and dynamism, it has been stressed, 
time and again, that organisational performance measurement is crucial in evaluating the 
success level of the direction of organisational strategies (Neely, 1999). This is because without 
measuring the organisation’s situation, enhancement of such organisation may remain elusive. 
Although several works have been carried out in the literature concerning organisational 
performance, a consensus has yet to be reached by scholars and writers as to the concept’s 
definition and the way it can be defined (Ford and Schellenberg, 1982; Johannessen, Olaisen 
and Olsen, 1999). 
Combs, Crook and Shook (2005) and Puhakka (2018) claimed that organisational performance 
is one of the top constructs in studies focused on organisations and strategic management. 
Hence, in the past few years, practitioner and academic circles alike have provided research 
works on organisational performance to shed insight into the processes, antecedents and other 
factors that could work towards enhancing organisational outcomes (Jing and Avery, 2008).  
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3.4.2. Public Organisation Performance 
From the perspective of the public sector, the performance of an organisation should be 
considered within the domain of performance management, wherein the key issue is to warrant 
promotion of a well-implemented policy management and service delivery (Mackie, 2008). In 
this regard, organisational performance of public entities can be defined as determining as to 
whether the public policy and associated initiatives and projects are successful in attaining pre-
determined objectives and providing the expected advantages to the public (Mackie, 2008). 
Enhancing government performance has always been the top aim of public administration 
studies and policies, particularly in the last two decades (McBride, 2008).  
Governments are on continuous search for enhancing their performance in accordance to the 
program results, provision of public resources, participation of citizens, customer satisfaction, 
transparency, establishment and maintenance of integrity, prevention of corruption and 
accountability (Ashour, 2004; Cuganesan, Dunford and Palmer, 2012). 
Furthermore, Ashour (2004) also stated that continuous reform is pertinent to improving the 
performance of the public sector, safeguard the public performance, and maintaining the role 
of government in the provision of fundamental services and in enabling progress. In order to 
determine the performance, it is essential for public sector managers to engage with 
measurement of performance which is the management process that encompasses an evaluation 
of the strategic objectives realisation or the shortcomings in doing so, and with persistent 
problems, the way they can be resolved in the future (Kanji and Sa, 2007). Public organisations 
make use of performance measurement to bring about service quality and to provide value for 
money as explained by Morgan and Murgatroyd (1994). In order to develop a better 
understanding on organisational performance of public sector organisations, it is vital to further 
explore how performance of public sector organisations are measured in the context of the 
NPM concept.  
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3.4.3. Measuring Organisational Performance 
According to Demirbag et al. (2006), it is important to measure performance to achieve 
effective management of an organisation. Performance measurement is in fact a significant 
management aspect (Pongatichat and Johnston, 2008) and it has a significant communication 
role that promotes awareness among people as to the measurement required to enhance the 
overall performance of the organisation (Kanji and Sa, 2006). Performance measurement aims 
to check the progress towards the desired aim by identifying enhancement opportunities, 
achieve the alignment and goal congruence, enhance accountability, make wide decisions as to 
the future allocation of resources, promote individual’s contribution to the overall strategy and 
encourage specific attitudes and behaviours (Kanji and Sa, 2006). In this regard, Kanji (2002) 
concentrated on four areas when it comes to performance measurement and they are, achieving 
process excellence, maximizing stakeholder value, delighting customers, and enhancing 
learning within the organisation.  
More importantly, Deming (1986) stated that something cannot be improved without 
measuring it. Following this statement, enhancing organisational performance calls for some 
measurement to identify the level of the organisational resources effectiveness in promoting 
performance (Madu et al., 1996; Gadenne and Sharma, 2002).  
Traditionally, organisational performance is often gauged using financial measurement 
indicators like profit, debt, sales turnover, and return on investment but this type of 
measurement is full of weaknesses and to overcome them, authors have been incorporating 
non-financial indicators to the traditional measurement systems (Demirbag et al., 2006).  
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As far as the public sector is concerned, gauging performance pertains to the utilisation of 
quantifiable data for intermittently ascertaining the outcomes and efficacy of public programs 
(Ewoh, 2011). Since the 1980s, NPM has evolved as the answer to the budgetary issues 
encountered by all sectors in several nations, such as Canada, New Zealand, the US, the UK, 
and Australia (Diefenbach, 2009), and across tiers of government (Lewis, 2015). In the sector 
controlled by the state, the intensification of performance measurement is frequently related to 
economic degeneration, higher transnational competition and a new suite of goals associated 
with cutting budgets and raising the efficacy and usefulness of public establishments (Lewis, 
2015). 
Furthermore, the NPM is centred on the fundamental supposition that if public managers are 
given too much freedom, they would turn incompetent and unproductive and will try to seek 
their self-interest instead of public interest (Boyne, 1998). The objective of NPM is to 
transform entities in the public sector into decision making organisations so as to improve 
accountability, transparency, parity and quality of different processes through participation of 
citizens, market-focused public services, outsourcing, decentralisation, cost reduction and 
performance-based pay system (Kumara and Handapagoda, 2008). As one can observe in the 
principles deployed by the NPM, measurement of performance has always been an essential 
segment of NPM reforms. This is achieved by emphasising on planning, goals, productivity 
and a firmer supervision and regulations of the accomplishments of public sector entities along 
with focusing on efficacy as the most vital objective of the public sector.  
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NPM helped instil a new conviction that earlier issues can be evaded through greater 
measurement and management. Even though measurement of performance in the state-run 
sector was not entirely new, it did rise significantly with the focus on public management 
reforms powered by NPM in several nations (Lewis, 2015). It is contended that NPM signifies 
the fusing of “business type managerialism” and “administrative restructurings” (Hood, 1991, 
p.5). According to Holloway, Francis and Hinton (1999), one of the key instances of this 
transfer is the higher significance associated with benchmarking in the state-run sector. When 
practicing public sector developments, these transformations are evident in endeavours to 
privatise management of state-run entities by introducing techniques of outsourcing 
management functions, competitive tendering, internal market practices, and TQM (Mansour 
and Jakka, 2013).  
Nonetheless, some researchers disapprove NPM for eating into public sector reforms by 
negatively affecting certain crucial aspects of governance (Eakin et al., 2011). According to 
Van Thiel and Leeuw (2002), the number of entities doing the measuring as well the measures 
themselves have seen an exponential rise. Thus, a lot of resources are now being exhausted on 
this aspect, resulting in a rise in bureaucratisation. The effect of TQM on organisational 
performance is explored in the following section.  
3.4.5. TQM and Organisational Performance 
Performance measurement is termed as a crucial aspect for all managerial styles. Quality and 
cost are the two key determinants of organisational performance that are directly impacted by 
the TQM processes (Al-Qahtani, Alshehri and Aziz, 2015). According to Gharakhani et al. 
(2013), TQM significantly impacts the performance of organisations, particularly the fiscal 
performance. This section intends to present an appraisal of empirical research works 
scrutinising the relationship between the performance of an organisation and TQM at large, 
and the performance of entities in the service and public sectors.  
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3.4.5.1. TQM and Organisational Performance  
Quality management literature provides several studies dedicated to the TQM practices, with a 
significant number of empirical studies examining the TQM-performance relationship 
(Corredor and Goni, 2011). Most of the previous studies report that overall TQM practices 
have positively been related to quality performance (Fuentes, Montes and Fernandez, 2006), 
employee satisfaction/performance (Sadikoglu and Zehir, 2010; Sadikoglu and Olcay, 2014), 
customer satisfaction (Das et al., 2000) and financial performance (Fuentes, Montes and 
Fernandez, 2006; Sadikoglu and Olcay, 2014). However recent empirical evidence raise doubts 
about the positive impact of TQM on organisational performance.  
For instance, Corredor and Goni (2011) made use of a universal approach in their attempt to 
test and examine the TQM-organisational performance relationship. They made use of a sample 
obtained from firms in Spain receiving TQM prizes from the years 1997 to 2003. They found 
that organisations that employed TQM system were not necessarily performing better than 
others and that TQM leading businesses experience increased performance and benefits owing 
to early TQM system implementation. 
Delic et al. (2014) intended to ascertain the relationship between the performance of 
organisations and aspects of quality management in unreliable markets that undergo transition 
conditions. The study was conducted in Serbia and a sample of 160 certified business entities 
was used. The basis for the study was subjective estimates rendered by quality managers. The 
results show that the limitations of top managements might be considerably impacting the 
model’s other aspects. The researchers assert that this could be because of a substandard 
organisational culture and the impact of 'climate'. On the basis of these observations, the 
researchers arrived at the conclusion that a methodical enhancement in organisational 
performance should encompass commitment of managers towards quality management, 
organisational learning and effectual quality planning.  
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3.4.5.2. TQM and Performance of Service Sector Organisations 
Owing to the origin of TQM from manufacturing industries, its definition is mainly focused on 
quality and product (Brah and Lim, 2006). However, in the current times, manufacturing as 
well as service industries employ TQM practices. In other words, service organisations (large 
and small) have adopted TQM, because of which, TQM definition has been modified based on 
this shift (Brah and Lim, 2006).  
However, in the manufacturing firms, TQM mostly addresses the manufacturing process, 
whereas in the service firms, it is mostly focused on the human factor, which encompasses 
human resource management, after sale services, product delivery condition and employee 
attitudes. Despite such differences, TQM principles in both industry groups share similar 
features. 
Brah, Li Wong and Mahdu Rao (2000) emphasised on obtaining insights into the effect of 
TQM on the performance of Singapore’s service sector. Their observations indicate that TQM 
success seems to be attributable to a great extent to the severity of its execution instead of the 
duration. The research notes that although accrued benefits can be ascribed to certain TQM 
tools like consumer focus and quality enhancement rewards, the success of TQM depends on 
its incorporeal and behavioural attributes like support of top management, and worker 
empowerment and engagement. 
An empirical study was carried out by Hasan and Kerr (2003) regarding the influence of TQM 
practices on the performance of service firms, using data gathered from 400 firms. They found 
customer support focus along with top management support and commitment to be the top 
factors affecting the performance of service firms. 
 
 104 
 
The relationship between TQM, service quality and market orientation were examined, 
involving 175 service firms in northern Malaysia by Samat, Ramayah and Saad (2006). 
According to the findings obtained, information and communications, continuous 
improvement, employee empowerment, and customer focus all correlate to quality 
management. The findings also revealed that employee empowerment and customer focus 
significantly influenced market orientation. 
In a newer research, Talib, Rahman and Qureshi (2013) analysed associations between TQM 
and quality of performance in Indian public service companies, by examining the influence of 
TQM practices on performance quality in quantitative as well as qualitative terms. Their study 
covered 12 TQM practices, namely commitment by top management, continual innovation and 
improvement, client focus, strategic planning, design of products and services, supplier 
management, process management, information and analyses, human resource management, 
staff involvement, workforce motivation, and workplace communications, all of which can 
partly influence a firm’s quality of performance (p. 310). The results also suggested the 
importance of quality schemes, education and training, benchmarking, and modern teamwork 
in predicting quality of performance. The results also showed that a modern culture of quality 
was regarded as the premiere TQM practice in the development of quality performance. 
Accordingly, it can be concluded that the successful adoption of TQM practices greatly relies 
on current company cultures, which along with the attitudes of workforces must be transformed 
for TQM practices to be successful. As well, various modern methods must be adopted and 
applied so as to update quality schemes, provide for staff training, emphasise team work, 
motivate workers towards common goals, and benchmark against other firms, for firms to gain 
competitive advantages in their markets. 
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3.4.5.3. TQM and Performance of Public Sector Organisations 
Based on the increasing studies in the literature, TQM stems from the private sector with the 
practices and principles permeating public sector organisations (Bennington and Cummane, 
1997; Erridge, Fee and McIlroy, 1998; Hammons and Maddux, 1990), so much so, TQM has 
now been deemed to resolve several major problems in the public sector (Hammons and 
Maddux, 1990; Kanji and Sa, 2007; Sharma and Hoque, 2002).  
In earlier research, Al-Qahtani and Al-Methheb (1999) examined the efforts of certain Saudi 
public-sector organisations to embrace modern TQM practices. The results imply that the 
adoption of TQM within the public sector has not been a success, mostly due to changes in the 
leadership as well as the high costs of such programmes. Experts report that public-sector 
organisations differ in their experiences and approaches. Accordingly, Al-Qahtani and Al-
Methheb (1999) concluded that Saudi public-sector organisations have all tried to embrace 
TQM in various ways of their own, absent any sort of training or coordination with experienced 
organisations. Consequently, they never manifested much progress towards attaining TQM 
objectives. In practice, most staffs were compelled to participate without enlightening 
motivation in TQM adoption, which showed in generally poor performance and organisational 
results. 
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Agus (2004) in his research aimed to identify associations between TQM and general 
performance in terms of public-sector organisations in Malaysia. The author emphasised the 
positive and strong associations among TQM, general service levels, and customer satisfaction 
and recommended an emphasis on quality culture which would lead to organisational 
transformation. Significantly, it was suggested in the study by Agus (2004) that staff focus 
remains a key aspect in TQM adoption, followed by education and training, client focus, 
benchmarking, and commitment by top management. Accordingly, Agus (2004) concluded 
that the practice of TQM should in general bring about a sustainable level of performance 
within the public service sector in Malaysia. 
In newer research, Irfan et al. (2012) examined the influence of TQM on the organisational 
performances of public hospitals within Pakistan, through explorations of the experience and 
views of the staffs involved in hospital operations. The findings showed that the practice of 
TQM has a meaningful role in advancing organisational performance in public-sector hospitals. 
In particular, it was discovered that the successful use of TQM practices enables public-sector 
hospitals to gain efficiency in decreased lead times in observing patients, standardised 
procedures, more findings and reports for effective diagnoses, reduced wastes and costs, and 
better handling of more patients using existing resources. In accordance with these results, it 
can be concluded that TQM has a meaningfully positive influence on TQM adoption and 
organisational performance in terms of higher flexibility, improved levels of service, reduction 
in servicing time, and more effective diagnoses and treatment. 
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Clearly, a review of the papers shows that there are mixed findings about the influence of TQM 
practices in improving the operational performances of public-sector firms. A survey of the 
literature points to organisational culture as an influential aspect that determines associations 
between TQM and the operational performances of public-sector firms. The next section will 
therefore present a review of these cultural organisation concepts and their mediating effects, 
towards explaining associations between TQM and the operational performances of public-
sector organisations.  
3.5. Organisational Culture 
An organisations distinctive aspect is provided by its inimitable capability to develop 
competitive advantage over competitors (Barney, 1986; Peteraf, 1993; Wernerfelt, 1984). In 
the present dynamic and ever-changing global business market, the leaders are adept at shaping 
the organisational culture of their organisations to meet short and long-term objectives 
(Kuratko and Welsch, 2004).  
In effective organisational cultures, leaders are aware that their competitive advantage is 
temporary and as such, it must be constantly supported to develop innovative business 
environment (Kuratko and Welsch, 2004). The purpose of this section is to provide the critical 
review of the organisational culture and to establish the link between TQM in exploring how 
TQM affects business performance. 
3.5.1. Definition of Organisational Culture  
According to the literature on organisational behaviours, several definitions have been 
proposed for the construct of organisational culture (OC). Researchers have proposed 
innumerable definitions that a universally agreed definition remains elusive (Lewis, 2002).  
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To begin with, Uttal (1983) referred to OC as the system of shared values and beliefs that 
interact with people, structures and control systems of an organisation and generates norms and 
behaviours. Moreover, the construct was defined by Kilmann Saxton and Serpa (1985) as the 
philosophies, assumptions, beliefs, attitudes and norms binding the organisation together 
(Elbana and Gherib, 2012).  
O’Donnell and Boyle (2008) meanwhile, defined OC as a philosophy that is human-created to 
enhance the individuals’ solidarity and to encourage their enhancement of productivity via high 
commitment. Also, Deshpande and Webster (1989) and Schein (1990) referred to OC as the 
pattern comprising of shared values and beliefs assisting individuals understanding of the 
organisational functions through a set of norms that shape their behaviour.  
In other studies, Simircich (1983) defined OC as a set of values, assumptions, and norms shared 
among senior employees in the organisation and taught to subordinate employees. He added 
that organisational culture is the key to driving the direction of the organisation. 
Notably, despite the several proposed definitions of OC provided in the literature, no consensus 
has been reached as to one universal definition (Barney, 1986). Nevertheless, one commonality 
among the definitions is that organisational culture is a system of shared values, norms, beliefs, 
way of thinking and attitudes among the organisational members (Jill, McKinnon and Harrison, 
2003; O’Reilly and Chatman, 1996). Simply stated, OC manifestation is in the basic 
assumptions, values, attitudes and behaviours of the organisational members (Yilmaz and 
Ergun, 2008).  
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3.5.2. Determinants of OC 
According to Kilmann, Saxton and Serpa (1985), OC is linked to what people do and the 
distinct organisation quality and style, while Deal and Kennedy (1982) referred to it as the way 
things are done, and Ahmed, Loh and Zairi (1999) described it as the pattern of arrangement, 
material/behaviour adopted by society as a good way of resolving issues.  
From an anthropological perspective, culture refers to the values and beliefs that are shared by 
the societal members and it includes behavioural patterns, feelings, reactions and the 
underlying behaviour (Rao and Swaminathan, 1995; O’Donnell and Boyle 2008; Elbana and 
Gherib, 2012).  
Individuals are naturally brought up and nurtured in various environments and settings and this 
forms their personalities supported by their experiences. On pooling the people together in the 
organisation, innumerable practices, opinions and directions can result that is commonly 
referred to as culture. As time passes, major set of norms will arise that guide the work 
processes within the organisation and this phenomenon leads to the corporate culture concept 
(Sadri and Lees, 2001). 
Moreover, in Wilson’s (2001) study, he highlighted four factors that are potential predictors of 
OC and they are business environment, leadership, management practices/formal socialisation 
process, and the informal socialisation process. The above factors initially came from Schein 
(1991) and were developed by Wilson (2001). According to Wilson (2001), the business 
environment plays a role in determining the culture of the organisation and environmental and 
societal aspects influence such culture’s development.  
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In addition to environment, leadership has also been viewed as a top factor that influences 
corporate culture. Leadership facilitates the realisation of vision, beliefs and values within the 
organisation. With regards to the management practices and formal socialisation processes, 
they refer to the policies and procedures that assist in the organisation’s management. An OC 
can impact on the workers’ activities and perceptions in the organisation through goal systems, 
decision making systems, quality systems, technology, budgeting and financial management 
and continuous improvement.  
As for the informal socialisation processes, it can affect OC as individuals who practice such 
socialisation have primary goals and needs. Three primary needs were identified by Schein 
(1991) and they are; 1) the need to feel part of the group, 2) the need to feel powerful, and 3) 
the need to feel accepted. Individual’s interactions assist in adapting norms and standards of 
the group members to satisfy the above needs. With consistent norms, dominant norms arise in 
the form of OC – this may be exemplified by the historical stories concerning the Dos and 
Don’ts of the organisation. 
In a related study, factors that form corporate culture that were like Schein’s (1991) factors 
were provided by Plankett and Attner (1994) and they are key business processes, employees 
and other tangible assets, formal arrangements, dominant coalition, the social system, 
technology and external environment. In the above, technology affects the reaction of 
individuals to skills and productivity and with the heightening of technology-driven 
organisations, the workers’ skills are lessened. On the other hand, external environment covers 
forces external to the setting of the organisation like competitors, regulators, suppliers and 
others.  
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3.5.3. The Importance of OC 
The most critical organisational factor that has been focused on consistently in the literature 
dedicated to organisational behaviour is OC (Kilman, Saxton and Serpa, 1985; Ouchi, 1981; 
Schein, 1991; O’Donnell and Boyle 2008; Elbana and Gherib, 2012). Such focus owes itself to 
the high influence of OC on the performance of organisations.  
Added to the above, theorists view organisational culture as a construct that leads to the shaping 
of the procedures within organisations (Deal and Kennedy, 1982; Jarnagin and Slocum, 2007), 
provision of solutions for issues faced by the organisation (Schein, 1990), facilitation of 
coordination and direction of capabilities and activities to form a cohesive unified whole (Day, 
1994). Contrastingly, OC can prevent or assist in the achievement of overall organisational 
goals and aims as evidenced by Denison (1990). Because organisation cultural driven 
capabilities are often inimitable because of their social complexity, it is deemed to have value 
as a sustainable source of competitive advantage (Barney, 1986; Peteraf, 1993).  
In the past decades, OC has increasingly been gaining attention from the researchers as a factor 
that impacts organisational performance via improvement of productivity, commitment, self-
confidence, team work spirit and ethical behaviours (Deal and Kennedy, 1982; Ouchi and 
Wilkins, 1985). In turn, this is significantly transformed into enhanced financial performance 
(Holmes and Marsden, 1996).  
Nevertheless, it has been noted that OC influences the perception of the environment and in 
turn, the interaction within it. Hence, emphasis has been laid on effective organisational 
performance pre-requisite of a match between OC and the business environment (Peters 
Waterman and Jones, 1982). 
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3.5.4. Identification of OC 
To identify the system of OC, Allaire and Firsirotu (1984) explained two interconnected system 
sets that can have significant influence. Aligned with the typology of culture proposed by 
Schein (1990), the first is the socio-cultural system – a system that covers organisational 
cultures, strategies, policies and management practices. This OC sub-system is also aligned 
with the classic management theory that stresses on the achievement of organisational goals 
via task-oriented management (Marcoulides and Heck, 1993). In this regard, Bolman and Deal 
(1984) laid emphasis on the leadership role in inculcating organisational values and 
encouraging missions. In essence, leaders are at the forefront in shaping work structures in 
organisations. Stated clearly, leaders manage the core technology in the organisation through 
goals crystallisation, procedures design as to the way the goals can be realised, and strategies 
development to transform the goals into results (O’Donnell and Boyle, 2008). 
The second system that influences OC is the belief system of the organisation and it covers 
values and ideologies (Allaire and Firsirotu, 1984). Scholars have agreed that the cultural 
aspects development is a crucial function of top management, with leaders responsible of 
establishing organisational goals and aims, and relay them to the stakeholders in a clear and 
effective manner (Marcoulides and Heck, 1993; O’Donnell and Boyle, 2008). 
3.5.5. Matching Individuals with the OC 
Individuals working in the organisation are what create the culture of the organisation (Allaire 
and Firsirotu, 1984) and there are two interactions among individuals when it comes to their 
beliefs, goals, attitudes and belief system.  
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A good interaction of the organisational members with the overall belief system, attitudes and 
set of values would lead to effective and robust formulation of OC. Additionally, the 
employees’ attitudes and values are deemed to be a significant performance determinant. In 
fact, because of the OC significant role as a determinant of performance, the construct has been 
the topic of discussion among researchers in their quest to clarify its effects and limitations 
(Schein, 1990). 
3.5.6. OC and Individual-level Variables 
Organisational studies revealed that OC significantly impacts on individual behaviours in the 
organisation (Barney, 1986). OC has a key role in clarifying organisational variables including 
job satisfaction, organisational commitment, sense-making and self-efficacy of the individuals, 
and collective efficacy (Lund, 2003; Walumbwa et al., 2005). For instance, Lund (2003) 
conducted an empirical study to shed light on the influence of OC on the behaviours of 
employees in the workplace and in turn, their job satisfaction. The findings showed that role of 
clan and adhocracy types of culture in improving the job satisfaction of employees.  
Furthermore, aside from providing a definition to the organisational boundaries, OC also 
distinguishes the organisation from its competitors. It establishes a sense of identity and 
strengthens the organisational social system stability while enhancing the overall commitment 
to the organisational goals. OC can therefore be considered as the glue that holds individuals, 
activities and behaviours together through the provision of a set of standards determining the 
acceptable behaviours (Yiing and Ahmed, 2009). 
With a flattened structure, encouraged teams, minimal formalisation, and empowered 
employees, the organisation’s strong culture can guarantee that all the members within are 
moving in the same direction. 
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3.5.7. OC and Organisational-level Variables 
Hansen and Wernerfelt (1989) examined the importance of organisational factors for the 
performance of organisations and revealed that such factors can compound the variance 
explained in the rates of profitability. Added to this, other researchers (related some 
organisational factors; for instance, leadership (Jung and Avolio, 1999), TQM practices (Detert 
et al., 2000; Lewis, 2002; Elbana and Gherib, 2012) and ethics (Sinclair, 1993) to the culture 
of the organisation. The literature has stressed that OC significantly impacts the TQM 
understanding and implementation as a supportive culture is the key to successful TQM 
initiative. In other words, without a supportive culture, a quality initiative will ultimately fail 
in its goal (O’Donnell and Boyle, 2008). 
In relation to the above, Detert et al. (2000) stated that organisational culture lays the basis for 
TQM practices and other change initiative, while Lewis (2002) evidenced the relationship 
between OC and several organisational factors, and change processes (e.g., TQM, business 
process engineering, organisational learning and knowledge management) indicating that for 
successful processes, supporting changes in the culture is a must.  
3.5.8. Theory of OC 
Studies dedicated to culture and organisational performance have been focused on traits 
approach in their examination of the influence of traits on the performance and effectiveness 
of organisations (Lee and Yu, 2004). In the past twenty years or so, increasing research has 
been dedicated to the impact of organisational culture on organisational performance. These 
include Denison (1990; 2000), Denison, Cho and Young (2000), Denison and Mishra (1995), 
Denison and Neale (1996). Through these works, Denison identified four cultural traits that 
effect positive performance which are adaptability, involvement, mission and consistency.  
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3.6. The Relationship between OC and Performance 
Work organisation and decision-making significantly correlate with financial performance 
(Denison, 1984; Elbana and Gherib, 2012), with the culture strength playing the role as a 
predictor of short-term performance, when all performances are reflected through general 
indicators (e.g., return on assets (ROA), return on investments (ROI) and return on sales 
(ROS)).  
Denison’s (1984) study was replicated by Gordon and DiTomaso (1992) and they found strong 
culture to be a predictor of short-term organisational performance. Denison (1984), as 
previously mentioned, made use of the traits approach (involvement, consistency, adaptability 
and mission) and integrated the four traits to create effectiveness. Organisational performance 
was gauged through a set of subjective performance measures, which are new product 
development, sales growth, market share, cash flow and profitability. 
In a related extensive study, Lee and Yu (2004) evidenced that cultural strength of the 
organisation is linked to its performance. They employed organisational culture profile (OCP) 
adapted from Chatman and Jehn (1994). The OCP is comprised of 54 value statements that 
included being careful, risk-taking, being competitive, secure employment, autonomy, fairness, 
team-oriented and others. These are interconnected to the performance of the organisation and 
are important to other criteria like sales turnover, return on assets and net profitability. In Lee 
and Yu’s (2004) study, they evidenced that the OC-organisational performance relationship is 
more pronounced in manufacturing firms compared to their service counterparts. Also, their 
findings indicated that innovation and cultural strength correlated with sum insured in the 
insurance sector. Meanwhile, team and task orientations correlated with the turnover among 
staff. Also, supportiveness was found to be correlated to the net profits growths in the context 
of the manufacturing industry. 
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Similarly, Denison and Mishra (1995) found management practices that foster participation, 
autonomy and creativity to be correlated with the performance of the organisation. Their work 
stressed on the prior findings results that reached to the conclusion that progressive human 
resource practising companies outperformed their less progressive human practising ones.  
Voon et al. (2014) developed an instrument (HospiSE scale) for measuring hospital service 
excellence culture. It consists of 21 items and is based on the following factors: total employee 
involvement, continuous improvement, continuous training, teamwork, empowerment, top 
management commitment and support, democratic management style, customer satisfaction 
focus and quality culture. 
Meanwhile, Ogbonna and Harris (2000) related that despite the conclusion that OC and OP are 
significant related, the relationship has yet to be supported more by empirical findings. 
According to the authors, the attention paid on OC construct lies in the notion that financial 
performance requires enhancement and it can be possible through OC. To this end, the OC role 
in organisational performance was evidenced by Scholz (1987) when he found it to be the 
primary source of competitive advantage among organisations.  
Furthermore, Denison (2000) examined the way culture justifies the survival and sustainability 
of organisations by examining the family and non-family businesses. He found that family 
businesses sustainability is based on deep factors related to positive and effective culture.  
The literature provides the importance of OC in enhancing organisational performance, but 
empirical studies are still needed to examine and validate this relationship. Added to this, the 
difference of performance levels of various organisations working in the same sector indicates 
that the OC effects on performance is directly/indirectly significant. In the present study, the 
gap in the literature is minimised by focusing on the moderating impact of OC between the 
TQM, EO and organisational performance relationships. 
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3.7. Moderating Effect of OC on the TQM practices and OP Relationship  
Based on their review of the literature regarding TQM, Sila and Ebrahimpour (2002) reported 
that empirical studies dedicated to the relationship between TQM practices and organisational 
performance are still mixed. For the resolution of this mixed results and clarifications of the 
reasons, some authors like Ehinge and McAndrew (2005) explained that some variables may 
contribute to the variation in successful TQM implementation and organisational performance 
and they should be examined by future studies. In this regard, the literature evidences that OC 
is a variable that has the potential to influence the above-mentioned relationship.  
Similarly, Reed, Lemak and Mero (2000) contended that researchers have almost reached a 
consensus concerning the operations management discipline that support OC (Elbanna and 
Gherib, 2012), and such operations management being the core factor for successful 
implementation of TQM. Supportive OC indicates that the entire employees are committed to 
TQM practices and this in turn, leads to high quality products and services. Aside from this, a 
supportive OC allows the entire employees to engage and positively take part in the TQM 
processes implementation and evaluation. 
Moreover, the majority of authors have justified the significant role of OC in bringing about 
organisational change driven by TQM initiatives (Krasachol and Tannock, 1999). But the 
absence of accepted universal theoretical framework of TQM strategy has garnered 
innumerable debates among varying approaches. Several researchers have reached an 
agreement as to the notion that successful TQM initiatives may be related to the aligned 
practices of TQM and the cultural environment in the organisation (Llorens-Montes, García-
Morales and Verdú-Jover, 2004; Yasin et al., 2004). Stated clearly, it has been extensively 
revealed by authors that successful TQM implementation is primarily dependent on the quality 
culture quality that focuses on achieving competitiveness via the satisfaction of the customers’ 
quality standards and demands (Kanji and Wallace, 2000).  
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Moreover, this notion is consistent with the assumptions proposed by the contingency theory 
and organisational change theory that concentrates on the concept of fit. In other words, the 
more the strategies (TQM and EO) fit the organisational culture, the more the strategy 
implementation will be effective.  
Conversely, with regards to the failure of TQM to improve performance, Brah and Lim (2006) 
related it to three major reasons. First, the lack of organisational strategic focus among the top 
managers because of which the TQM implementation are thought to immediately lead to 
positive outcomes in the short run. The second reason is the lack of top management 
commitment to the product/service quality in the organisation that influences their quality 
performance. The last reason is the lack of supportive OC that influences successful TQM 
implementation, TQM being a strategy that attempts to enhance the overall performance of the 
organisation.  
Based on majority of studies, TQM implementation calls for modifying the OC in order so that 
the TQM model is supported. Thus, an organisation needs to create an appropriate TQM 
implementation and performance measurement strategy through the adoption of a change 
model that is feasible to the suitable culture (Kekale and Kekale, 1995; Mansour and Jakka 
2013).  
Along a similar line of argument, Brah and Lim (2006) argued that for the successful TQM 
implementation, organisations need to set up an organisational culture that is strategy-centred 
as opposed to one that focuses on short-term. They also argued blindly imitating TQM practices 
of other organisations may lead to a lack of fit between TQM practices and organisational 
factors, which eventually lead to failure to generate productive outcomes (Llorens-Montes, 
García-Morales and Verdú-Jover, 2004). 
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3.8. Gap in the literature and Chapter Conclusion  
The review of the literature indicates that extant literature with regards to the implementation 
of TQM and its effects on performance is well-developed and there are growing number of 
studies providing evidence from different countries from all over the world, including countries 
in the Middle East and North Africa region, and from different organisations including public 
firms.  Despite this, it is found that there is a major concern about the investigation of TQM 
implementation and its possible effects on organisational performance as many studies pursued 
the universal approach to TQM implementation and therefore reported significant barriers to 
the implementation of the concept in different organisations in non-western countries as these 
studies overlooked the influence of organisational culture on the application of management 
concepts like TQM. In fact, studies from the UAE report that despite the ongoing endeavours 
of the application of TQM in the country, the progress is far behind maturity because of the use 
of one-size-fits-all approach to the implementation of management approaches like TQM.  
The main deduction from these studies that there is a need for further research which can 
consider unique forces shaping the internal environment of organisations. Thus, this study 
makes an attempt to fill this gap by examining the moderating effect of OC on the TQM-
performance relationship in the context of public service organisations.  
This study focuses on the implementation of TQM in public sector organisations and the impact 
of this management approach on the performance of state-owned firms. The review of the 
literature indicates that there is evidence that the implementation of management approaches 
like TQM led to a rise in bureaucratism in public sector organisations which is an outcome that 
contradicts with the philosophy of the concept.  
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Furthermore, the extant literature suggests that the implementation of TQM is highly 
challenged in public sector organisations, service firms in particular an these challenges occur 
in the form of high costs, implementation time, employees’ resistance and late outcomes rather 
than increasing productivity and competitiveness. It is believed that organisational culture is 
the key element for the reported challenges faced by the public sector service firms. By taking 
into account the mediating effects of OC, this study intends to gather more insights about the 
TQM application on state-run service firms and to empirically test as to whether this 
management approach is compatible with public sector firms and to deliver expected 
performance outcomes.  
Following to the identification of the gap in the literature through the review of the concept of 
TQM, its definitions, CSFs, its application in service firms as well as public sector 
organisations, the concept of organisational culture, organisational performance and the links 
between TQM, organisational culture and organisational performance, the theoretical 
framework applied in this study is developed and presented in the next chapter.  
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Chapter Four - Theoretical Framework and Hypotheses 
Development  
4.1. Introduction  
The aim of this study is to investigate TQM practices and their effects on performance in the 
context of UAE public service organisations by considering the moderating effect of OC on 
the possible TQM-performance relationship. The purpose of this chapter is to introduce the 
theoretical framework developed for this study along with the hypotheses formulated in the 
light of reviewed empirical studies. In order to establish a sound theoretical foundation, the 
chapter starts with the review of the underpinning theory which is Resource-based View (RBV) 
and then provides the theoretical framework of the study and finally presents the hypotheses 
developed for the investigation.  
4.2. Underpinning Theory - RBV of the Firm  
The RBV theory which has become a chief theory in the field of strategic management owing 
to the high interest among scholars, has built on the rationale that “organisational performance 
is determined by the key resources it possesses” (Min et al., 2016, p.1006).  The RBV was first 
proposed by Wernerfelt (1984) who argued that resources determine the success of the 
organisation and such resources are either in the form of assets or capabilities. Key 
organisational resources include “tangible resources, knowledge resources, system and 
procedural resources; cultural values and resources, network resources and intangible 
resources” (Min et al., 2016, p.1006).  
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However, Barney (1991) argued that not all resources will lead to achieving sustainable 
competitive advantage. RBV posits that the firm resources are major determinants of 
sustainable competitive advantage of the firm if they are rare, valuable and inimitable and if 
the organisation is the primary generator of sustainable competitive advantage through them 
(Barney and Clark, 2007).  Based on such resources, the firm can generate products and deliver 
high quality services that could result in the formation of a niche in the market and a position 
above its competitors (Barney, 1991).  
Moreover, the RBV lays emphasis on the importance of an alignment between organisational 
capabilities and availability of resources, which explains the failed outcomes of imitating 
successful organisations in their adoption of strategies. Hence, the RBV mechanism is deemed 
to consider the complete employment of the available resources to develop unique core 
competencies towards obtaining a sustainable competitive edge (Makadok, 2001). 
The literature extensively stresses on the several factors that could differentiate a firm from its 
competitors in obtaining sustainable competitive advantage. These factors include internal 
organisational strategies, human competencies, regulations, access to useful information 
sources (Barney, 1986; 1991; O’Donnell and Boyle, 2008). In other words, an organisation can 
create its own competencies by aligning its internal capabilities to the external environment 
which will help obtaining the competitive strategic niche in the market.  
As for the RBV implications on organisation’s competitive advantage, this can be stressed in 
several points. First, the RBV expounds on the importance of resources in the creation and 
sustenance of competitive advantage of the firm in that the firm needs to develop a selection 
mechanism for its unique available resources that provide added value (Makadok, 2001). 
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Second, the awareness of internal and external environment is also expounded on and as such, 
an organisation needs to seek extensive and current information concerning markets, customers 
and competitors for designing effective plans (Barney, 1986).  
Lastly, organisational capabilities come in the form of skilled, talented, experienced 
individuals, information-centred and specific processes that can be wholly used to generate 
quality and innovative results that not only satisfy customers but exceed their expectations 
(Amit and Schoemaker, 1993). In addition, the organisational capabilities contribute to the 
value of available resources and assist in the coordination of the resources use (Wernerfelt, 
1984; Tuan and Yoshi, 2010).  
TQM is regarded as an imperative resource that lead firms in achieving sustainable competitive 
advantage owing to the fact that it is as a concept and a philosophy focuses on constant 
improvement of organisational process in achieving better quality (Kaur and Sharma, 2014). 
In fact, it is empirically proven that firms successfully implemented TQM concept generate 
resources which are very hard to be copied by their competitors so that they can sustain their 
competitive advantage (Escrig-Tena, 2004; El Shenawy, Baker and Lemak, 2007; Homaid, 
Minai and Rahman, 2015).  
Added to this, OC has been revealed to be a source of sustainable competitive advantage 
(Barney, 1986; 1991; Denison, 1990; Hakkak and Ghodsi 2015). Based on prior arguments, 
the study variables can be deemed to be sources of competitive advantage for organisations, 
which in turn, justifies the use of RBV as the theory that underpins the phenomenon under 
study. 
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4.3. Theoretical Framework for the Study  
Based on the literature reviewed in the prior chapter, and the theoretical gaps highlighted, this 
study proposes the following framework to study the mediating effect of OC in determining 
relationship between TQM and organisational performance in the context of UAE public 
service organisations. 
Figure 4.1: Theoretical Framework of the Study 
 
 
 
 
 
 
 
 
 
 
 
 
As can be seen in the figure above, it is predicted that TQM practices would impact 
organisational performance and the OC has the mediating effect on possible relationship 
between these constructs. To this end, a number of hypotheses are developed to test the 
significance of the predicted relationship which are given in the subsequent section. 
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4.3. Hypotheses Development   
As stated earlier, this study predicts that OC has a mediating effect on the TQM-organisational 
performance relationship. To test this, a number of hypotheses are developed. These are 
discussed ahead.  
4.3.1. TQM Practices and Organisational Performance 
The extant literature regarding the link between TQM practices and organisational practices is 
mixed. There are a significant number of empirical studies examining the TQM-performance 
relationship (Corredor and Goni, 2011). Several authors related the effect of TQM on financial 
and non-financial performance through the enhancement of innovation performance (Hung et 
al., 2011), quality performance (Fuentes, Montes and Fernandez, 2006), employee 
satisfaction/performance (Sadikoglu and Zehir, 2010; Sadikoglu and Olcay, 2014), customer 
satisfaction (Das et al., 2000), enhancing market competitiveness (Chong and Rundus, 2004), 
increasing market shares (Kaynak, 2003), improving productivity (Kaynak, 2003; Rahman and 
Bullock, 2005), boosting the morale of employees (Rahman and Bullock, 2005), financial 
performance (Fuentes, Montes and Fernandez, 2006; Sadikoglu and Olcay, 2014) and 
improving the overall performance of the organisation (Powell, 1995). Although there are 
studies raising doubts about the positive impact of TQM on organisational performance (i.e. 
Corredor and Goni, 2011; Delić et al., 2014), a positive effect of TQM is expected on 
organisational performance. Thus, the first hypothesis is developed in the following way:  
Hypothesis 1 (H1): TQM has a significant effect on organisational performance.  
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According to some researchers, TQM can be studied as a single construct when examining the 
relationship between TQM and organisational performance (Terziovski and Samson, 2000), 
while others believed that only some TQM practices related positively to organisational 
performance (Powell, 1995; Lloréns-Montes, García-Morales and Verdú-Jover, 2004, Yasin et 
al., 2004). The discrepancy in the literature suggests investigating the impact of several TQM 
elements on organisational performance. To this end, the following hypotheses are formulated 
based on the TQM dimensions selected for this study.  
4.3.1.1. TQM-Management Leadership and Organisational Performance 
The management leadership component of TQM has specifically been considered as one of the 
top dimensions of TQM strategy (Singh and Sushil, 2013). The leadership role in TQM is not 
just confined to control but also includes empowerment of employees, training and 
performance enhancement (Harrington and Williams, 2004). In relation to this, successful 
strategic leadership is determined by the way the leaders use social and human capital to create 
competitive advantage (Hitt and Duane, 2002). According to Hitt and Duane (2002), the 
significant issue in strategic leadership is whether the level of strategic leadership in an 
organisation has anything to do with the notable variation of their performance. The existing 
literature has empirically acknowledged the relationship between management leadership and 
organisational performance (Vouzas and Psychogios, 2007; Bhat and Rajashekhar, 2009; 
Talib, Rahman and Qureshi, 2011; Dubey, Gunasekaran and Ali, 2015). Thus, this study 
proposes the following hypothesis for testing;  
Hypothesis 2 (H1a): TQM-Management leadership has a significant effect on 
organisational performance.  
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4.3.1.2. TQM-Customer Focus and Organisational Performance 
The literature shows that the TQM strategy primarily aims to satisfy the needs of customers 
and meet their ever-changing expectations. On emphasizing customer-focus importance for 
TQM initiatives success, Mehra and Ranganathan (2008) described TQM as a customer-
centred strategy. Several researchers have indicated the importance of customer satisfaction for 
the overall performance of the organisation and the fact that with higher customer satisfaction 
level, the operating cost will be lower (Lee and Hwan, 2005), the profitability will be higher 
(Matzler et al., 2005), and ultimately, the OP will be more enhanced (Westlund et al., 2005).  
Agus (2004) contended that the implementation of TQM strategy enhances the organisations’ 
financial performance via practices that focus on customers. Evidences underlined the positive 
impact of customer focus component of TQM strategy on performance of organisations 
(Llorens-Montes, García-Morales and Verdú-Jover, 2004; Yasin et al., 2004). Based on the 
above discussion of literature, the following hypothesis is proposed to be tested; 
Hypothesis 3 (H1b): TQM-Customer focus has a significant effect on organisational 
performance. 
4.3.1.3. TQM-Strategic Planning and Organisational Performance 
Strategic planning is regarded as the top significant tool when it comes to new strategy/practice 
implementation particularly in TQM (Oschman, 2017). It is argued that strategic planning as a 
part of TQM strategy works towards the setting up of guidelines as to the way the organisation 
designs its TQM practices for the achievement of its goals and for its alignment to the needs 
and expectations of customers (Sila and Ebrahimpour, 2002). As well as this, it is asserted that 
strategic planning policies strengthen organisations’ survivability in a dynamic and uncertain 
market environment (Chenhall, 2005).  
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TQM studies evidenced a significant strategic planning-organisational performance 
relationship (Sila and Ebrahimpour, 2002; Oschman, 2017). Based on this discussion, this 
study proposes the following hypothesis for testing;  
Hypothesis 4 (H1c): TQM-Strategic planning has a significant effect on 
organisational performance. 
4.3.1.4. TQM-HRM and Organisational Performance 
HRM is described by Ahire, Golhar and Waller (1996) as an element of TQM strategy that 
encompasses involvement, training and empowerment of employees which help realising and 
accomplishing the planned objectives of the organisation (Kekale and Kekale, 1995; Agus, 
2005; Mansour and Jakka 2013).  With employees that are empowered, trained and fully 
accepting of team work, it is predicted that such employees can play a role as success drivers 
in TQM implementation as such implementation calls for the involvement of the entire 
organisational members.  The TQM literature evidences the positive relationship between 
HRM and organisational performance (Flynn, Schroeder and Sakakibara, 1995; Powell, 1995; 
Llorens-Montes, García-Morales and Verdú-Jover, 2004; Yasin et al., 2004; Agus, 2005). 
Hence, according to the above discussion of the literature, this study proposes the following 
hypothesis for testing;  
Hypothesis 5 (H1d): TQM-HRM has a significant effect on organisational 
performance. 
4.3.1.5. TQM-Service Design and Organisational Performance 
Existing literature has emphasised that good service design has a key role in organisational 
performance in that they enhance the reputation of the company and the satisfaction among 
customers (Lakhe and Mohanty, 1995; Hasan and Kerr, 2003).  
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Conversely, effective service design furnished by an organisation can result in optimum work 
processes, mitigated wasted time and increased satisfaction levels of customers as well as high 
business profitability. The TQM literature has established the presence of a significant 
relationship between service design and organisational performance (e.g., Anderson et al., 
1994; Flynn, Schroeder and Sakakibara, 1995; Baird, Jia Hu and Reeve, 2011). Discussion of 
prior studies’ findings leads to this study’s proposal of the following hypothesis for testing:  
Hypothesis 6 (H1e): TQM-Service design has a significant relationship with 
organisational performance. 
4.3.1.6. TQM-Information and Analysis System and Organisational Performance 
Effective information system is among the important factors contributing in a significant way 
to successful TQM initiatives (Talib, 2013). Organisations with proper and effective 
information systems are the ones that can respond to the dynamic changes in the business 
environment because of their effective data gathering methods, data presentation and data 
dissemination (Saraph, Benson and Schroeder, 1989). Existence literature provide evidence on 
the positive influence of information and analysis on the performance of organisations (e.g., 
Ahire, Golhar and Waller, 1996; Powell, 1995; Saraph, Benson and Schroeder, 1989; Sila and 
Ebrahimpour, 2005; Sit et al., 2009).  Hence, this study proposes to test the following 
hypothesis: 
Hypothesis 7 (H1f): TQM-information and analysis system have a significant effect 
on organisational performance.  
4.3.1.7. TQM-Continuous Improvement and Organisational Performance 
TQM strategy refers to the philosophy of management that aims to achieve customer 
satisfaction through continuous improvement efforts at all levels of the organisation (Benavent, 
Ros and Moreno-Luzon, 2005).  
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In today’s dynamic business market environment, organisations need to realise the requirement 
to adopt long-term continuous improvement strategies involving organisational members.  
Studies focused on quality management related that ongoing improvement practices can assist 
the achievement of the organisations enhanced performance (e.g., Anderson et al., 1994; Flynn, 
Schroeder and Sakakibara, 1995; Powell, 1995; Llorens-Montes, García-Morales and Verdú-
Jover, 2004; Fotopoulos and Psomas, 2010). This study thus proposes the testing of the 
following hypothesis:  
4.3.1.8. TQM-Benchmarking and Organisational Performance 
A benchmarking strategy is adopted to be at par with the market standards by conducting a 
comparison between their performance and the performance of leading successful 
organisations. Essentially, the practice of benchmarking lies in the analysis of the products, 
services and techniques that are used by rival companies in the same industry or other industries 
in the hopes of obtaining competitive advantage (Ahire, Golhar and Waller, 1996). Hence, cost 
savings, process efficiency, satisfaction of employees and satisfaction of customers are several 
of the components that can be used for benchmarking.  
Prior studies have evidenced the positive effect of benchmarking on the organisational 
performance (e.g., Powell, 1995; Ahire, Golhar and Waller, 1996; Terziovski and Samson, 
1999; Agus, 2005; Agus and Hassan 2011). Thus, the following hypothesis is proposed for 
testing: 
Hypothesis 9 (H1h): TQM-Benchmarking has a significant effect on organisational 
performance.  
 
 131 
 
4.3.2. OC as a Moderating Variable 
The literature is rife with studies that examined OC as a crucial determinant of organisational 
performance (Lee and Yu, 2004). Studies that examined the culture effects on performance 
include Denison and Mishra (1995) evidenced that strengths of culture are related with the 
financial performance in the short-term. They also found that firm having adaptive values 
significant relate to superior performance over the long-run as opposed to the short-run.  
Mixed results in the literature concerning this relationship was highlighted by Sila and 
Ebrahimpour (2002) and it has urged researchers like Ehigie and McAndrew (2005) to 
recommend the possibility that some other organisational variables may affect this relationship 
and they need thorough examination. Researchers are however of the consensus that supportive 
OC has key role in any TQM initiative. Added to this, OC plays a significant part in realising 
successful TQM implementation (Krasachol and Tannock, 1999). 
Considering the strategic role of OC on the implementation of strategy, Kekale and Kekale 
(1995) concluded that successful implementation calls for a cultural change to obtain the 
support and commitment of the organisational members to the adopted TQM model. This is 
aligned with the argument from Brah and Lim (2006), who related the failure of some TQM 
initiatives to the lack of supportive OC among others. 
Along a similar line of argument, Kanji and Wallace (2000), Llorens-Montes, García-Morales 
and Verdú-Jover (2004), and Yasin et al. (2004) laid emphasis on the notion that successful 
TQM initiatives can be linked to the match between TQM practices and organisational 
processes. This indicates that imitating TQM practices blindly may lead to the mismatch of 
TQM practices and organisational factors that could eventually lead to failure of objectives 
realisation (Llorens-Montes, García-Morales and Verdú-Jover, 2004).  
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It is important that organisations desiring to implement TQM establish strategic-focus OC as 
opposed to short-term OC. The belief therefore states that OC of organisation is a determinant 
of the successful TQM implementation and thus, the following hypotheses are proposed:  
Hypothesis 10 (H2): Organisational culture (OC) moderates the relationship between 
TQM and organisational performance. 
Hypothesis 11 (H2a): Organisational culture (OC) moderates the relationship 
between TQM-management leadership and organisational culture.  
Hypothesis 12 (H2b): Organisational culture (OC) moderates the relationship 
between TQM-customer focus and organisational performance. 
Hypothesis 13 (H2c): Organisational culture (OC) moderates the relationship 
between TQM-strategic planning and organisational performance. 
Hypothesis 14 (H2d): Organisational culture (OC) moderates the relationship 
between TQM-HRM and organisational performance.  
Hypothesis 15 (H2e): Organisational culture (OC) moderates the relationship 
between TQM-service design and organisational performance. 
Hypothesis 16 (H2f): Organisational culture (OC) moderates the relationship 
between TQM-information and analysis and organisational performance.  
Hypothesis 17 (H2g): Organisational culture (OC) moderates the relationship 
between TQM-continuous improvement and organisational performance. 
Hypothesis 18 (H2h): Organisational culture (OC) moderates the relationship 
between TQM-benchmarking and organisational performance.  
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4.4. Chapter Conclusion  
The purpose of this chapter is to provide the theoretical framework for this study by 
establishing the conceptual underpinnings and formulating the hypotheses in the light of 
empirical studies reviewed in Chapter 3.  Overall, this study tests the relationship between 
TQM and organisational performance in the context of the UAE public service organisations 
and it assumes that TQM as a construct and several TQM practices generate a significant effect 
on the organisational performance. It is also predicted that OC has a moderating effect on this 
relationship. The next section provides the methodological aspect of the study. 
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Chapter Five - Research Methodology  
5.1. Introduction  
The purpose of this research is set to examine the TQM-organisational performance 
relationship by considering the moderating effect of OC in the context of the UAE public 
service organisations. The aim of this chapter is to develop the methodological aspect of the 
research. Research methodology pertains to the entire research process, encompassing the 
theoretical foundation, data collection and data analysis (Collis and Hussey, 2009). When 
selecting a suitable research methodology and method, the research aim and objectives are 
paramount. These determine the specific strategies and tools employed to gather and analyse 
data. Thus, research methodology is the approach used to collect and analyse data through 
specific, deliberately selected methods. It identifies the issues to be discussed in addition to the 
research objectives. Thus, this chapter explains and justifies philosophical stance, research 
approach and research strategy chosen for this study. This is followed by explanation of the 
research process where the sampling, research instrument and method of analysis provided. As 
well as this, it provides a discussion on the reliability and validity of the research before 
concluding the chapter.  
5.2. Research Philosophies  
Positivist, realism and phenomenology are three research philosophies prescribed in literature 
as the methods by which research is undertaken.  Each of these philosophical approaches is 
discussed below.  
5.2.1. Positivist Philosophy 
In relation to the social sciences this philosophy lies at the structured end of the available 
frameworks.  It is based upon the premise that research only has validity if the range of 
knowledge available on the topic being studied is achieved via measurable observations.  It is 
therefore based upon hard data, studied facts, and objectives views.   
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As postulated experiences and opinions or perceptions are not acceptable as a way of achieving 
universal knowledge – these are all feelings that are conferred subjectively (Collis and Hussey 
2009).  To apply this philosophy in practice the following methods are utilised: deductive 
reasoning, a choice of quantitative methodologies, the collection of numerical data and 
statistical analysis.  It is concluded that any research based upon positivist philosophy will be 
supported by facts and proven by statistical analysis; the end result will be identifiable as a 
certain pattern and knowledge of fact based data (Collis and Hussey 2009).  
5.2.2. Phenomenological Philosophy 
This is at the opposing end of the spectrum to positivist philosophy and came into being as a 
counter-point to that philosophy.  Research is based upon gaining an in-depth understanding 
of the subject matter by exploring people’s perceptions (Babbie, 2001).  
In direct contrast to the positivist method, rather than gathering hard facts and data which are 
measurable and capable of statistical analysis this research methodology relies upon the 
explorations of meanings via inductive reasoning.  Using interpretation techniques the 
researcher analyses information using qualitative methods.  It was noted that the outcome of 
such research is subjective in natures as it gives prominence to feelings, experiences, opinions 
and perceptions (Saunders, Lewis and Thornhill, 2015).  
5.2.3. Realist Philosophy  
Adopting scientific enquiry, in a similar way to positivism, the third research philosophy is that 
of realism.  It postulates that individuals sense reality and for them it is truth, however the 
human mind does not of itself reach this truth.  Following a similar path to positivism in the 
way that it develops knowledge it is based upon the collection of data but attempts to discover 
the underlying meaning rather than taking the data in its strict factual sense. (Saunders, Lewis 
and Thornhill, 2015) 
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Two different positions, that of direct and critical realism are taken when inquiring into 
research issues.  Direct realism asserts that human senses identify an accurate reflection of the 
world whereas critical realism asserts that as human feelings can be ambiguous the images of 
the real world formed via human experiences are not as direct as perceived.  In conclusion, the 
total perception of reality will only be achieved when the real world images are also processed 
in the human mind (Saunders, Lewis and Thornhill, 2015).  
Significantly, realist philosophy encompasses multi-level study utilising various structures or 
processes to take cognisance of a reality that is in continuous flux.  Hence it is asserted that 
realist philosophy can be considered akin to research related to business and management 
(Saunders, Lewis and Thornhill, 2015).  
5.2.4. Justification of Philosophical Stance  
This study is developed according to the realist philosophy because it involved gathering the 
views of both leaders and the employees of the public sector service organisations about the 
applicability of the TQM concept by following scientific methods but without trying to reduce 
the reality into a single construct.   
Realism is referred to “an external reality which is independent of the researcher and consists 
of structures that are themselves sets of interrelated objects, and of mechanisms through which 
those objects interact” (Sobh and Perry, 2006, p, 1199).  In this philosophy, the development 
of knowledge is achieved through pursuing a scientific approach yet it involves finding the 
reality through perceptions of individuals (Saunders, Lewis and Thornhill, 2015). In other 
words, realist philosophy is “a trans-disciplinary, encompassing both quantitative and 
qualitative traditions” (Eastwood, Jalaludin and Kemp, 2014, p. 12). 
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This is what the current investigation aims to accomplish in the context of the implementation 
of TQM in public sector service organisations in the UAE and makes an attempt to find reality 
through exploring the views of the leaders as well as the perceptions of employees of the public 
sector organisations.  
5.3. Research Approaches 
In order to find a practical resolution to the problem under investigation, the researcher has to 
first select the appropriate research approach. Literature on methodology advocates two such 
research approaches – deductive approach and inductive approach. The following subsections 
provide the discussion on these approaches. 
5.3.1. Deductive Approach  
When an existing theory is used and it is tested to see whether or not it holds good in a given 
context is referred to as deductive approach. In this approach, more generic theory is first used 
to start the research before it is narrowed down to specifics. The deductive approach is most 
often used in natural sciences and is one of the most notable characteristics of this approach 
(Adams et al., 2007). 
In natural sciences, there are specific laws that provides justification to phenomena and cause 
expectations for certain occurrences of phenomena that enables prediction and regulation of 
the same (Collis and Hussey, 2009). A deductive approach has the following core 
characteristics: (i) starting from the theory and subsequently moving towards data 
accumulation; (ii) collection of quantitative data; (iii) collection of numerical data; and (iv) 
implementation of statistical analysis. Finally, it is utmost necessary to select the appropriate 
sample size so that the findings can be generalised (Saunders, Lewis and Thornhill, 2015). 
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5.3.2. Inductive Approach  
Inductive approach is in contrast to the deductive research approach. It commences with the 
observations with an aim to generate the theory to be tested. Thus, unlike the deductive research 
approach, the inductive approach moves from a particular instance to a general one. It is worth 
noting that the inductive approach does not utilise scientific methods. Instead, it emphasises on 
the understanding reached at the end of limited but comprehensive observations for capturing 
emerging themes (Bryman, 2008). 
Inductive research focuses particularly on how events occur and the circumstances that lead to 
occurrence of events. Researchers using this approach usually examine smaller sample 
whereby fewer subjects are involved (Easterby-Smith, Thorpe and Jackson, 2008).  
In an inductive approach research, the researcher plays a pivotal role in how the research 
evolves. The emphasis is a result of the individual having the need to understand why certain 
phenomena or occurrences happen to be able to provide a description of events. The results 
usually cannot be generalised as the research is more focussed on understanding specific 
subjects (Saunders, Lewis and Thornhill, 2015).  
5.3.3. Justification of Chosen Research Approach  
Since the aim of this study was set to examine TQM practices and their effects on performance 
in the context of UAE public service organisations through exploring the views of the leaders 
and the employees of public sector organisations, neither deductive nor inductive research 
approaches are found to be useful in fulfilling the aim of this research. Thus, this study 
employed the abductive research approach for the investigation. Abductive reasoning is 
referred as the third choice of approach and is developed to overcome the weaknesses of both 
deductive and inductive reasoning (Mitchell, 2018). Mitchell (2018) explains the abductive 
reasoning in the following way: 
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“Abductive reasoning, follows a pragmatist perspective, taking incomplete (or 
‘messy’) observations from experience and reality that may then lead to a best 
prediction of the truth, and perhaps even to a new theory. At the same time, it has to be 
clarified that abductive reasoning is similar to deductive and inductive approaches in 
so far as it is applied to make logical inferences and construct theories” (p.105). 
In this context, the research process according to the abductive reasoning occurs in the 
following way: 
Figure 5.1: Abduction Research Process  
 
Source: Kovács and Spens (2005).  
As illustrated above, when investigating TQM practices and their effects on performance in the 
context of UAE public service organisations, the research process started with exploring 
existing theoretical knowledge in order to formulate hypotheses and then proceed to the data 
collection to test generated hypotheses as well as to explore new themes and patterns that can 
be drawn from real life experiences of individuals.  
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The underlying intention was to discover as to whether existing theories fit to explain the 
influence of TQM on the performance of public service sector organisations in the UAE or 
there exists specific factors that influence the success and the effectiveness of the 
implementation of the concept in the country. In other words, the abduction reasoning was used 
to assess as to whether existing theories of TQM were valid in the context of the UAE public 
service organisations or a modification was needed to explain the factors affect the successful 
implementation of the concept. The use of the abduction reasoning impacted on the research 
methods preferred for this study which are explained in the subsequent section.  
5.4. Research Methods 
Quantitative and qualitative methods are regarded as the major approaches utilised in social 
science. The aim of this section is to discuss different research methods and to justify the 
chosen research method preferred in this study.  
5.4.1. Quantitative Research Methods 
When researchers want to test specific theories and use several variables in order to test their 
associations and relationships, this is referred to as quantitative research. To measure numerical 
data and to help with analysing the data statistically to obtain outcomes, instruments are used. 
As suggested by various researchers including Easterby-Smith, Thorpe and Jackson (2008) and 
Collis and Hussey (2009) quantitative perspective is regarded as related to positivism 
considering the nature of this philosophy which focuses on the measurements of the social 
issues. Therefore, quantitative research focuses on countable questions including “how many”, 
“how often” as emphasised by Gummesson (2000).  
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According to the definition of Ragin, Nagel and White (2004), quantitative research facilitates 
to constitute relationships between dependent and independent variables in the large random 
group of data. They also argue on the utilisation of the approach. According to Ragin, Nagel 
and White (2004), quantitative perspective is appropriate for natural sciences due to its nature 
to establish relationships using statistics which makes it possible to generalise the obtained 
results. As it utilises statistical methods it allows control on the data and provides accurate 
results. 
As for the benefits of the quantitative method, they are numerous, and this makes the method 
popular with researchers. First, it provides objective and accurate information that could assist 
in making decisions and second, it involves statistics that catalyse the generalisation of various 
findings (Singh, 2007). The third benefit is the way the method restructures and minimises the 
often-convoluted issue to the least variables number that can assist in breaking down the 
complexity of questions to gather useful outcomes (Easterby-Smith, Thorpe and Jackson, 
2008). Fourth, the quantitative method examines the relationship between various variables 
and establishes cause and effect relationships under controlled situations (Saunders, Lewis and 
Thornhill, 2015). The fifth benefit is the method’s facilitation of testing unproven 
theories/hypotheses (Bryman, Bell and Harley, 2018).  
Moving on to its limitations, the quantitative method involves several exercises that could be 
problematic to finding solutions. The data obtained from the questionnaires in the quantitative 
studies often lack accuracy as the respondents sometimes just fill in the questionnaire without 
finesse and discretion. Additionally, the right respondents are sometimes elusive, which makes 
researchers to use convenient sampling to choose respondents.  
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5.4.2. Qualitative Research Methods 
Qualitative methods are regarded as constructive (subjective) considering their major focus on 
human perceptions as emphasised by Hussey and Hussey (1997). Easterby-Smith, Thorpe and 
Jackson (2008) postulate that subjective reality is used in qualitative research whereby the 
reality that is observed is to a great extent influenced by the way the researcher approaches the 
issue and hence considered to be interpretive.  
This approach is regarded as strong by Strauss and Corbin (1998) in terms of investigation of 
the deeper meanings for the purpose of providing insights to the studied issue.  
The aim of a qualitative research is to understand meanings that of the problems posed. The 
social matters of the population are taken into account while ascribing these meanings. The 
participants’ environment is where data is often gathered for qualitative research and 
inductively analysis is conducted by the researcher. Often, particular situations are looked at 
before moving on to generalisations. The researcher attempts to interpret the meaning of the 
data. As stated by Creswell (2013), qualitative research considers the individual meaning and 
complexity of the situation embracing an inductive style and researchers utilising qualitative 
research focus on the problem in terms of suggested perspectives. Qualitative perspective 
focuses on social interactions, human behaviour rather than relations of variables in the data. 
It is suggested that quantitative approach emphasises on the details in order to comprehend the 
situation. According to Ragin, Nagel and White (2004), qualitative approach considers 
opinions and interpretations of the results. Therefore, instead of measuring the evident 
occurrence, it focuses on the opinions on the human providing information. In addition, in this 
approach results are not evaluated utilising statistics which is considered as a constraint of this 
approach. Various strengths of qualitative research are noted including providing great amount 
of information related to the problem as well as problem area, comprehending the notion of the 
subject to be studied and its ability to access to the source of information. 
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The method opens the avenues for other authors to determine the attributes, values, and 
reasoning that can achieve accurate results (Wong, 2008). It aims to break down a topic of 
research from the perspective of the population through personal interviews and other methods. 
Such method is effective in obtaining specific insights into contextual factors, based on the 
opinions, values, social contexts and behaviour of a certain population of people (Sutton and 
Austin, 2015). Moreover, the qualitative method is used to achieve quality information from 
the participants and it comprises of in-depth personal interviews, focus groups and participant 
observations (Jamshed, 2014).  
With regards to its the benefits of the qualitative studies, its major advantage is the provision 
of intimate evaluation of the study issue in a way that the way for other researchers are paved 
in obtaining detailed information concerning the phenomenon. Also, the qualitative research 
method tends to depend on subjective information that is essentially the way towards managing 
information while interpreting the outcomes. Another benefit is the freedom to conduct the 
study without predefined boundaries (Atieno, 2009).  As it depends more on observations and 
insights for understand social and human activities, it is thus considered more constructive and 
subjective (Hussey and Hussey, 1997). 
Added to the above benefits, the qualitative research also paves the way for how to deal with 
complex and sensitive issues that are difficult to manage by other research methods (Fortune, 
Reid and Miller, 2013). Moreover, the qualitative method keeps the questions into focus while 
the researcher collects confidential details from the respondents (Saunders, Lewis and 
Thornhill, 2015).  
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Furthermore, the method primarily aims to explore the new areas of research that lead to other 
ideas that arise and deserve increasing attention from the researchers. Finally, the qualitative 
research assists in developing novel theories that relate to different fields (Alvesson and 
Karreman, 2011).  
With regards to its limitations, the qualitative method consumes a lot of time and is expensive 
to carry out as evidenced by prior authors. The method calls for the use of different 
precautionary measures that include arrangement of meetings, recording interviews and other 
methods that tend to be expensive (Clow and James, 2014). 
5.4.3. Justification of the Chosen Research Method 
In line with the research aim which is examining the TQM-organisational performance 
relationship by considering the moderating effect of OC in the context of the UAE public 
service organisations, the study employs both qualitative and quantitative methods. In other 
words, this study utilised mixed methods for the investigation of the topic at hand. The mixed 
method is a combination of qualitative and quantitative methods to allow the attainment of in-
depth corroboration and understanding of the phenomenon and to balance the weaknesses that 
are ingrained in individual approaches (Creswell, 2013). According to Creswell and Clark 
(2017), primarily, a mixed method study is a single research which involves gathering both 
qualitative and quantitative data, analysing them separately and incorporating them either 
concurrently or sequentially to find answers to the research question. The mixed method studies 
are commonly deployed to conduct investigations which intends to harness the qualitative 
facets of the project while keeping the numeric data into consideration and to leverage the 
advantages. This approach assists the researcher in reaching accurate results using extensive 
data sources.  
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Additionally, the use of more than one technique can assist the researchers in interpreting the 
results and findings. Similarly, it also furnishes a more extensive and in-depth understanding 
of the whole research motivation as opposed to using individual methods. It also provides a 
way for the development of specific instruments that catalyse the entire research purpose. 
Lastly, it provides avenues towards elaboration of findings and examination of the causal 
processes. (Flick et al., 2012).  
In the light of given benefits, this study employed qualitative methods to gather the views of 
leaders in the UAE public service organisations through one-to-one interviews. In addition, 
this study utilised quantitative methods to gather the perceptions and experiences of employees 
working in various UAE public sector service organisations via questionnaires. The underlying 
aim of using both qualitative and quantitative methods was to develop an in-depth 
understanding of the possible relationship between TQM and organisational performance, and 
the moderating effect of OC on the possible relationship so that an enriched and improved 
understanding of the TQM phenomena can be developed and new ideas can be unearthed.  
5.5. Research Strategy 
Research strategy is described as the plan of gathering data by the most suitable method to 
answer the research questions. The strategy ensures the availability of data for evaluation, and 
to ensure that authentic data sets are collected for the analysis to shed light on the phenomenon 
(Easterby-Smith, Thorpe and Jackson, 2008). 
The research strategy of the study is drawn in line with the preferred research methods which 
is the mixed method. According to Creswell (2003), mixed method designs can be classified 
into two categories which are sequential and concurrent. In sequential designs, data collection 
is divided into two stages. The first stage is the initial stage where qualitative or quantitative 
data is gathered and the second stage is when the other type of data is gathered. In other words, 
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in a sequential design, the study could start with gathering qualitative data followed by 
quantitative data or vice versa. On the other hand, in concurrent research designs, data 
collection is divided into stages, instead both data types are gathered at the same stage 
(Creswell, 2003). In the investigation of TQM and organisational performance relationship 
under the mediating effects of OC, concurrent design was preferred.  
Among concurrent mixed methods designs, this study employed concurrent triangulation for 
the current investigation.  The concurrent triangulation design involves gathering both 
qualitative and quantitative data with the intention to “use both qualitative and quantitative data 
to more accurately define relationships among variables of interest” (Castro et al., 2010, p.344) 
which are TQM, organisational performance and OC.  The main reason for employing 
concurrent triangulation design was to overcome the criticism of mixed method design 
associated with sequential designs which is difficulty of integrating both qualitative and 
quantitative data in a unified way during the analysis stage as data is gathered in a sequential 
temporal order (Castro et al., 2010). In fact, utilising concurrent designs is regarded as the only 
way to benefit from the utilisation of both qualitative and quantitative data to bring out the 
strengths associated with each research method and undertaking rigorous data analyses of 
which can be proven to be valid and reliable with the use of scientific measures (Castro et al., 
2010). 
5.6. Data Collection Methods  
The method of data collection assists in achieving accurate outcomes and as such, the choice 
of data collection method impacts the overall outcome (Connaway and Powell, 2010).  
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Collection of data is of two types namely, primary data collection and secondary data collection 
– with both types having their strengths and weaknesses, which highlights the importance of 
selecting the best method. First, the primary data involves the gathering of information for 
specific aims – it figures the questions to pose to respondents (through interviews) and it 
consists of simple questionnaire that works to induce the participants to divulge insights about 
the phenomenon.  
Primary data is gathered to test the research variables using interviews, surveys, focus groups, 
among other techniques. Primary data have the following advantages; it enables the researchers 
to obtain understanding of participants that could lead the way to inferences and useful 
findings. It assists the researcher to collect data that match the research problem and the 
collected data are of good quality in comparison to secondary data (Saunders, Lewis and 
Thornhill, 2015).  
Contrastingly, secondary data are obtained from journals, newspapers, books and other sources 
that have precedents. It is essential for the current authors to begin their researchers with 
secondary data collection after which they can augment their studies with primary data 
collection to obtain maximum benefits. Secondary data also have advantages from the scholars’ 
viewpoints. First, they mitigate the hassle of collection compared to the first-hand collection, 
as data are readily available. Second, it is inexpensive, and the researcher is not accountable 
for the quality of data (Saunders, Lewis and Thornhill, 2015). This study employed both 
secondary and primary data collection in order to address the research questions. These are 
further explained in the subsequent sections. 
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5.6.1. Secondary Data Collection  
Secondary data for this study was gathered to establish the rationale, research and conceptual 
background for the investigation. Data from the literature review from prior studies were 
obtained via academic journals, books, prior studies, case studies, organisational reports and 
other field reports concerning TQM, with a specific focus in the UAE industry analysis. This 
works to enhance the aims of the research and allow a full understanding of the topic, definition 
of the research gaps and support the final outcomes. 
5.6.2. Primary Data Collection  
As mentioned earlier, this study opted for the mixed method approach with data collected from 
primary sources. Primary data was collected through a survey and in-depth interviews to 
achieve the objectives of the study. Each data collection method is explained further below. 
5.6.2.1. Survey  
Survey method was preferred for gathering quantitative data for this study. Surveys may also 
be referred to as questionnaires and involve asking a set of questions to a sample selected from 
a target population. Questionnaires are intended to gather data concerning attitudes, beliefs, 
behaviours and perceptions held by people. Responses obtained from those in the sample are 
aggregated by researchers and analysed to establish how the group thinks or behaves as a whole 
(Saunders, Lewis and Thornhill, 2015). Surveys are used as it is postulated that this could be 
effective to obtain answers from respondents that are honest given that the interviewer’s 
presence is not required thereby making respondents comfortable. Secondly, this is not as 
daunting given that participants are not required to mention their names (Kumar, 2019). 
Another advantage is that researchers are able to reach to a larger audience and due to this, 
surveys are considered to be practical and effective (Wilson, 2014). Questionnaires can be used 
for gathering both qualitative and quantitative information through asking both open and close-
ended questions.  
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For this study, a structured questionnaire was developed based on the constructs drawn from 
the empirical studies. The details of the questionnaire are discussed later in questionnaire 
design, pilot study and measures sections.  
5.6.2.2. Interview 
O’Leary (2017) says that interviews are instruments used for information gathering and is a 
process whereby participants are asked questions whereby they provide descriptive answers to 
these. There are two types of interviews namely unstructured and structured interviews. The 
third category combines both these types of interviews and is commonly known as semi-
structured interviews. 
Ghauri and Gonhaug (2005) posit that structured interviews will be most effective when 
collecting data that can be used along with statistical methods of analysis as structured 
interviews comprise response categories that are fixed and standard.  
The reactions, opinions and actions on specific issues or focus are being collected in 
unstructured interviews and the responses of the attendees are usually recorded and looked at 
later to ensure comprehension. There are no fixed categories of response here unlike structured 
interviews as the questions pertaining to the specific issues are open-ended thereby not 
constraining the participant. Answers that the interviewees give are not impacted by the 
researcher and this is seen as a huge advantage of the method and valuable information is being 
revealed which might not be done so when using fixed responses (Veal, 2017).  
In this study, in-depth one-to-one interviews were preferred to gather information from the 
leaders of the UAE’s public sector service organisations. On the manifold features of in-depth 
interviews is the usage of open ended queries where the interviewee are asked to respond to 
the questions in an open ended way (Guion, Diehl, McDonald, 2001).  
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The main aim is to make queries to enable ascertainment of facts from the responses given by 
the interviewee. The underlying aim of using this method of interviewing was to find facts 
through giving freedom to the interviewee in expressing their thoughts so that underlying 
factors or issues could be discovered. The researcher posed the following questions to the 
interviewees: 
Table 5.2: Interview Questions 
No Interview Questions 
1 
What would you like to say about the Concept of Total Quality 
Management TQM? 
2 
What would you like to say about the TQM’s models designed to 
improve the quality of products and services? 
3 
What would you like to say about the applications of TQM 
within the organisation? 
4 
What are the challenges and opportunities to TQM applications 
and models? 
5 
How can these challenges be avoided, and opportunities be 
utilised in improving the quality of organisations? 
6 
What would you like to say about the role and commitment of 
top management to improve quality? 
7 
What would you like to say about the use of TQM in service 
industry of UAE? 
8 
How can the participation of employees in decisions of company 
influence the quality? 
9 
What would you like to say about the culture of TQM within an 
organisation? 
10 
How can the TQM develop this culture to improve the quality of 
product and service and achieve the competitive advantage? 
 
5.7. Sampling 
The subset from which a smaller group from the entire population comprising firms, nations, 
regions, people, cities and other entities can be chosen is called population (Bryman and Bell, 
2015). It is impossible to study the entire population and hence it is essential to use sampling 
techniques. 
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Sample is described as the group of individuals that can be representatives of the targeted 
population and it guarantees that the results can be generalised. The sampling method has two 
parts namely, sampling technique and sample size (Kothari, 2009). Sampling techniques refers 
to the selection of suitable sample from the population while the size of the sample indicates 
the sample length (Kothari, 2009). Sampling is also considered as the impetus that drives the 
choice of the part of the population that has the right attributes. Sampling is important to 
determine the overall respondents without including the whole target population (Mercer et al., 
2017). 
The two approaches that are used include probabilistic and non-probabilistic. Probabilistic 
sampling methods include random selection methods to select the sample while non-
probabilistic methods are said to be applied when sample is chose not using random methods 
(Bryman and Bell, 2015). 
This study employed non-probability sampling in selecting participants for interviews and the 
survey. Purposive sampling methods have been used for interviews where interviewees who 
satisfy specific criteria and are able to provide information are chosen by the researcher 
(Sekaran and Bougie, 2010).  
In order to gather information about TQM and its potential impact on organisational 
performance, it was essential to recruit leaders of the public sector service organisations as they 
have the specific knowledge about the concept and its possible implications for organisations 
because in public organisations the application of management concepts like TQM is generally 
initiated through a top-down decision making process.   
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The sample for the interviews was determined as 14. The rationale for choosing this number is 
because these managers were very much willing to be interviewed despite their busy schedule. 
Besides, the researcher has decided to work with these 14 managers/senior officers because of 
the limited time to collect primary data and permission for the interviews had to be obtained. 
In other words, the top management of the organisations do not normally provide interviews 
because of their limited time and hectic schedule but owing to the nature of the present study, 
it is pertinent that the researcher interacts with the leaders to obtain accurate and authentic data. 
The profile of the interviewees is as follows: 
Table 5.3: The Profile of the Interviewees  
ID Gender Age Position/Designation Years of Experience 
1 Male 48 Division Head 11-15 
2 Female 37 HR DIRECTOR 15-11  
3 Female 47 Manager 20-16  
4 Male 40 Director 20-16  
5 Male 32 Manager 10 
6 Male 39 CEO 16-20 
7 Male 38 Director 15-11  
8 Male 32 Senior Project Manager 10-6  
9 Male 49 Director 20-16  
10 Male 57 Division Head 20-16  
11 Male 37 Manager 5-1  
12 Male 56 Division Head 21 and above 
13 Female 48 Director 20-16  
14 Male 56 Division Head 16-20  
In selecting participants to the survey, the purposive sampling method was also preferred. This 
is because, it was essential to gather data from public sector service organisations operating in 
the UAE. This sampling method was the most appropriate method for this study as the 
participants should have been from a public sector organisation which offers services to its 
audience.  
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Data collection via surveys took place in a span of three months from December 2016 to 
February 2017 and surveys were self-administered to 200 public sector service organisation 
employees. Overall, 150 questionnaires were retrieved back meaning that the response rate for 
the survey was 75%.  
5.8. Questionnaire Design and Constructs 
The questionnaire was developed to gather the perceptions of employees of UAE public sector 
organisations about the concept of TQM, organisational performance and OC. The 
questionnaire was developed in a structured method and included close-ended statements.  The 
questionnaire comprised of 46 questions categorised into four sections. First, 15 items 
addressed the measurement of organisational performance, followed by 24 questions that 
focused on TQM practices, and 7 items measure the perceptions of OC. The last section 
contained questions concerning demographic information of respondents. In developing the 
questions in the first three sections, attitude statements were employed. To obtain information, 
attitude statements are being employed which enables collection of information relating to the 
customers’ attitudes to different issues. These statements are used on a scale and indicates the 
extent to which customers agree or disagree to these.  According to Veal (2017), this is the 
most effective way of gathering and comparing the views of participants. The questions in the 
last section were designed as multiple answer questions in order to capture the demographic 
characteristics of participants in certain ranges.  
For the attitude statements, Likert scale measurement was employed. The Likert scale 
measurement is one of the most extensively utilised scales for the examination of TQM 
practices effect on organisational performance (Al-Marri, Ahmed and Zairi, 2007). 
Accordingly, in the present study, multiple-item Likert scale is employed as an interval scale 
to gauge the behaviour of study variables. 
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The five-point Likert scale that ranges from 1 depicting strongly disagree, to 5 depicting 
strongly agree is particularly used to measure the TQM practices, organisational culture and 
organisational performance. The five-point Likert scale is commonly utilised in prior studies 
focusing on TQM practices, organisational culture and organisational performance (Al-Marri, 
Ahmed and Zairi, 2007).  
The Likert scale is easy to use to gauge the reaction of the respondents’ perceptions concerning 
attitudes, behaviours and assessments. The next sub-sections provide a discussion of the 
measures of organisational performance, TQM practices and organisational culture.  
As stated earlier, the questionnaire was divided into four sections. The first section was 
concerned with exploring the views of participants about the concept of TQM. The review of 
literature presented in Chapter 2 suggested wide variety of dimensions of TQM. The most 
commonly preferred aspects deducted from the literature include leadership, strategic planning, 
HRM, service design, information and analysis, continuous improvement and benchmarking. 
It is believed that these elements are the key in gauging the TQM practices’ effectiveness in 
affecting organisational performance particularly in public sector organisations.  
In this study, Brah, Li Wong and Madhu Rao’s (2000) measurements is used to measure 
leadership, HRM, service design and benchmarking. Brah, Li Wong and Madhu Rao (2000) 
examined TQM and its relationship with the Singaporean firms’ performance in the service 
sector and their study involved 176 samples. This measurement is appropriate for service 
organisations in developing nations, with rigorous studies focused on developed nations in 
private and manufacturing sectors (Boyne and Walker, 2002). It is notable that the coefficient 
alphas for the entire constructs should exceed 0.70, the cut-off value established by Kaiser 
(1974).  
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More importantly, in Brah, Li Wong and Madhu Rao’s (2000), a Cronbach’s alpha of 0.8981 
was obtained for leadership, 0.8609 for HRM, 0.8672 for service design and lastly, 0.7153 for 
benchmarking. 
Moving on to the strategic planning construct, its measurement was adopted from Samson and 
Terziovski (1999), whose model has been used in the top major empirical study involving 1200 
Australian and New Zealand firms, with a special focus on the Baldrige Award.  
With regards to the information and analysis construct measurement, it was adopted from the 
study by Anderson and Sohal (1999). The authors referred to information and analysis as the 
clarification of the way business determines data collected, analysed and used for 
enhancements of work. Their questionnaire is specifically based on the Australian Quality 
Awards Framework (AQA). Lastly, the continuous improvement construct measurement was 
adopted from Saravanan and Rao (2006). 
Table 5.4: Measures for TQM Practices  
code Item 
MANAGEMENT LEADERSHIP 
ML 1 In our organisation, the top management has long-term quality plans. 
ML 2 In our regular meeting, the top management always emphasises the 
importance of service quality delivered to our customers. 
ML 3 In our organisation, the top management encourages us to view service 
quality as being more important than cost. 
 Strategic Planning 
SP 1 In our organisation, we have a mission statement which has been 
effectively communicated to all the employees and gained their support. 
SP 2 In our organisation, we have a comprehensive planning process which 
sets and reviews short and long-term goals. 
SP 3 When we develop our plans, policies, and objectives, we always 
incorporate customer requirements and the needs of all stakeholders, 
including the community. 
 Customer Focus 
CF 1 Taking care of customers is our organisation’s top priority 
CF 2 Our organisation develops services with customers in mind 
CF 3 Listening to our customers is very important to us 
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 Human Resource Planning 
HRM 1 In our organisation, we often work in teams with members from a 
variety of departments. 
HRM 2 In our organisation, employees’ training is provided in quality 
principles. 
HRM 3 In our organisation, employees are given the resources necessary to deal 
with customers’ complaints. 
 Service design 
SD 1 It is the policy in our organisation to thoroughly review the new service 
designs before its marketing. 
SD 2 In our organisation, the quality of the new service is more important than 
reducing the cost. 
SD 3 When designing new service, employees from different departments 
often participate in the process. 
INFORMATION ANALYSIS 
IA 1 In our organisation, we have a program to reduce the time between 
receiving an order and its satisfaction. 
IA 2 In our organisation, performance data are collected and analysed in 
regular basis. 
IA 3 In our organisation, information systems are always evaluated and 
improved. 
CONTINUOUS IMPROVEMENT 
CI 1 In our organisation, there is always an emphasis on the continuous 
improvement in all the activities at various levels. 
CI 2 In our organisation, continuous improvement is emphasised in the 
training programs provided to employees. 
CI 3 In our organisation, all departments believe that by implementing 
continuous improvement strategies, they can survive and serve better in the 
highly competitive environment. 
BENCHMARKING 
B 1 In our organisation, it is always emphasised that benchmarking is our 
strategy to achieve a better competitive position 
B 2 We visit other organisations, locally and internationally, to investigate 
their practices. 
B 3 In our organisation, we conduct research to find out the best practices of 
other local and international organisations. 
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Organisational performance measures have their basis on the balanced scorecard measurement. 
The balanced score card (BSC) was introduced by Kaplan and Norton in 1992 to create a 
learning system and communication-information within businesses (Welter et al., 2011). Based 
on the major indices of the four BSC perspectives forwarded by Kaplan and Norton (1992), a 
total of 15 evaluation indicators serve in the BSC questionnaire. Added to this, there are four 
perspectives in the BSC and they are financial perspective, customer perspective, internal 
process perspective, and learning and growth perspective, measured along the 5-point Likert 
scale ranging from 1 (strongly disagree) to 5 (strongly agree). 
Table 5.5: Measures for Organisational Performance  
Code Item 
FINANCIAL 
OP1 Our department has a good budget management 
OP2 Operation in our department is not cost saving 
OP3 Our department reduced unit cost of service delivered 
CUSTOMER 
OP4 Our department has highly community demand 
OP5 Our department increased on customer satisfaction 
OP6 Our department improved on timeliness of service delivered 
OP7 Our department maintains good reputation among customers 
INTERNAL PROCESS 
OP8 Our department maintains the high level of motivation amongst 
employees 
OP9 Our department successful in implementing employee development 
programs (training) 
Op10 Our department maintains a high level of employee health and safety 
OP11 Our department has a work climate support of obtaining department’s 
objectives 
LEARNING AND GROWTH 
OP12 Our department has successfully identified the emerging needs of 
customers/outside communities 
OP13 Our department is responding quickly to the changing customer 
demands 
OP14 Our department utilises latest technology for increasing effectiveness 
OP15 Our department has successfully developed the procedure to improve 
the quality of service offered 
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To examine the moderating power of OC on the TQM practices-organisational performance 
relationship, Denison theory of organisational culture was utilised because it examines the 
performance implications of organisational culture (Denison and Mishra, 1995; Denison, 1999; 
2000; Denison, Cho and Young, 2000). The theory focuses on four cultural traits of 
involvement, consistency, adaptability and mission. Denison (2000) proposes that the above 
four cultural dimensions shed light on the efforts of the organisation towards establishing a 
balance between contradictions in the environment within which it operates.   
Denison’s (2000) original scale of organisational culture measurement comprised of 60 items 
and covers 12 dimensions of the four cultural traits. Some appropriate items were selected from 
the measurement to cover the entire dimensions of the original measure. The items adopted in 
the present study are listed in table below. 
Table 5.6: Measures for OC  
Code  Item 
OC 1 In our organisation, we respond to the business environment. 
OC 2 All departments in our organisation are committed to creating the required 
change. 
OC 3 In our organisation, customers’ input directly influences our decisions. 
OC 4 In our organisation, we view failure as an opportunity for learning and 
improvement. 
OC 5 In our organisation, innovative ideas and risk-taking initiatives are 
encouraged and rewarded. 
OC 6 Our vision creates excitement and motivation for our employees. 
OC 7 Our organisation invests generously in advanced technology to enhance 
our performance. 
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5.9. Pilot Study  
The initial questionnaire underwent several revision phases to resolve issues and ambiguities 
that arose. After several modifications and tweaking, a pilot test was conducted to collect data 
from a sub-set of population to test the measure’s validity and reliability (Cross and Sproull, 
2004). Prior to the pilot test, the pre-test evaluation of the questionnaire was conducted through 
the services of two academics and professionals. Bradburn, Sudman and Wansink (2004) 
stressed that the same pool of respondents from the actual study should comprise that of the 
pilot study. The pilot study was carried out to make refinements prior to the actual collection 
of data, to clarify ambiguous items and to establish the time required to complete the 
questionnaire, and lastly, to measure the measure’s reliability and validity. The steps undergone 
for the pilot test are as follows; 
For the pilot test, managers from 30 departments were requested to complete the questionnaire 
and to provide their feedback on the items in terms of their comprehension to mitigate 
misunderstanding. Based on their feedback, some of the questions were rephrased to minimise 
confusion and maximise data quality.  
5.10. Method of Analysis  
Data analysis examines, sorts, converts and presents the collected data in research strategy and 
it leads to conclusions (Bryman and Bell, 2015). Owing to the utilisation of mixed method 
research method and mixed method research design, both qualitative and quantitative methods 
were employed for the analysis of data gathered via surveys and interviews.  
5.10.1. Quantitative Data Analysis 
Surveying employees generated significant amount of information and the best method of 
analysis was to employ statistical methods. Graphs and charts were used where appropriate 
from the survey data of customers in order to make the presentation meaningful and clear.  
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Statistical Package for Social Sciences (SPSS) was used to analyse quantitative data and to 
obtain the analytical results in the form of charts and tables for illustration. The SPSS 
quantitatively analyses the obtained data and it can reach concrete answers for the research 
questions. It is a statistical tool that facilitates the evaluation of data to get conclusive results. 
Through the SPSS software, descriptive statistical analysis was conducted with the inclusion 
of dispersion measures.  
The dispersion measure is also known as scatter, variability and spread, determines the way 
squeezed or stretched distribution is. It comprises range, mean, median and mode and these are 
utilised to determine the data spread in the midst of statistical findings. More precisely, the 
standard deviation, variance and inter-quartile range are the common ways to gauge statistical 
dispersion (Manikandan, 2011).  
The mean measure is used whereby the group’s total for the scores that are available is first 
calculated and then divided by the participants that were part of the study. Mean is a measure 
of central tendency as this method takes into account all the scores that have been provided by 
the participants. This holds good especially in a normal distribution curve or a bell-shaped 
distribution curve where the scores are usually centred or accumulated around the average. One 
of the main disadvantages of this method is that when the distribution does not follow the 
normal distribution curve or when there is a huge difference of scores in one direction, mean 
might not accurately capture this.  
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In such cases, the most appropriate method to calculate the dispersion is standard deviation. It 
precisely calculates how the scores are spread thereby making it the most effective to compute, 
however might be problematic to calculate it given the variation ratio or the range. While its 
advantage lies in the fact that precisely and exactly measures the dispersion and how scores are 
spread in a normal distribution curve, its disadvantage is the difficulty it presents with 
calculation (Saunders, Lewis and Thornhill, 2015). 
In addition, multiple regression and correlation analyses were utilised in this study. Pallant 
(2001) described correlation analysis as a statistical technique that defines two variables linear 
relationship considering the strength and direction. The correlation level measures the strength 
and the significance of the relationship among the variables. For the attainment of correlation 
analysis, a bivariate association is employed that calculates the Pearson’s correlation 
coefficient with a significant level. The value ranges for Pearson correlation coefficients 
contains a single value in the range of -1 to +1. While not considering the sign, the coefficient’s 
absolute value is representative of the correlation strength of the variables. +1 or -1 represents 
complete strong correlation while 0 represents that the variables have no relationship between 
them. The correlation between a dependent variable and several independent variables can be 
measured using multiple regression.  
There are several approaches that are used in multiple regression and these are standard 
regression, stepwise regression and sequential or hierarchical regression (Pallant, 2001). In a 
multiple regression analysis equation, all the independent variables used in the model are 
calculated at the same time and entered simultaneously (Pallant, 2001). In order to test the 
hypotheses proposed by the study, a multiple regression is being employed to accept or reject 
the hypotheses. 
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5.10.2. Qualitative Data Analysis  
The steps outlined by Malhotra, Birks and Wills (2012) has been used in the qualitative data 
analysis process of this research. The researchers postulate that there are four steps involved in 
this process including data assembly, data reduction, data display and data verification. 
Data assembly stage ensures that all research information required is collected. Here data was 
collected from two sources namely literature sources which focussed on TQM concept and how 
this was applied in public sector organisations as well as how this impacts the performance, 
TQM’s effectiveness and how this plays a moderating role of OC and secondly from interview 
note taking (Malhotra, Birks and Wills, 2012).  
In the second stage, a process whereby collected data is being organised and structured and is 
called data reduction. Here to develop a conceptual and coherent background, the information 
that was gathered from several theoretical sources was organised. The relevancy of information 
was used to organise data from interviews (Malhotra, Birks and Wills, 2012). This 
encompassed coding the data based on the themes that were emerging from the interviews 
(Malhotra, Birks and Wills, 2012). 
The next stage builds on to the second stage whereby summarising and presenting the 
information in a graphical format is the key focus through data display. NVIVO was used in 
the second stage and data through spreadsheet was manually entered to simplify the data 
display. This led to being able to develop connections as a consequence of visualising the data 
and building emerging themes (Malhotra, Birks and Wills, 2012). 
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The last stage in the analysis of qualitative data is data verification whereby alternative 
explanations are sought by the researcher whereby prior empirical studies or theories support 
such explanation. The aim of this stage is to make sure that the findings are more than just the 
views of the researcher by finding appropriate support through appropriate theories or studies 
(Malhotra, Birks and Wills, 2012). 
The data obtained from the interviews conducted were thematically and systematically 
analysed. The thematic analysis was used to analyse the data while the Nvivo 10 software was 
used to facilitate the process of sorted and coded items from the data. The first step was to 
transcribe verbatim all the recorded interviews and thematically sorted out. Thereafter, the 
transcribed data were coded. Coding is one of the relevant steps in qualitative analysis that 
enables the researcher to put together the transcribed data by giving it a meaning (Basit, 2003). 
The researcher adopted the three stages involved in coding which are; open, axial and selective 
coding (Strauss and Corbin, 1990). The first stage is the open coding whereby the researcher 
categorised all the concepts into different segments which were used as the unit of analysis. 
Subsequently, axial coding was done. Here, the researcher did a critical appraisal and re-
examination by making some modification through adding and deleting items that do not 
represent the interviewees’ opinions and views and linking the relationship between the 
different categories.  
The last stage of coding is the selective coding which involves rearranging all the coded items 
and different categories. Here, the researcher thoroughly went through all the data to identify 
concepts that do not align with the research questions been addressed. This process allows the 
researcher to merge those items that depict the same meaning and eliminate those not relevant 
to the research questions been addressed. 
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5.11. Reliability and Validity of the Study 
Assessing that the construct measurement is consistent is referred to as reliability (Hair et al., 
2010). To ensure that the items are measured consistently, an analysis for testing the reliability 
is done. Testing the reliability of the instrument and ensuring it is reliable indicates that when 
the test is carried out repetitively, the measure will still generate the same results.  
Sekaran and Bougie (2010) posited that to confirm the reliability of the instruments four 
methods have been used by researchers and these include alternative form method, test-retest 
method, split-half method and finally Cronbach’s alpha coefficient method.  
There were weaknesses in the first three methods has been criticised by researchers (Sijtsma, 
2009). The measure firstly has issues with retest reliability as given the subject changes, this 
results in lower scores being generated. Second, the researchers would incur higher costs owing 
to have to develop two forms that are equivalent for the same measure and thirdly, reliability 
of coefficients that is based on item division in the split-half method is questionable.  
In contrast, the Cronbach’s alpha method for testing reliability has its strengths that overcome 
the above weaknesses found in other methods. The Cronbach’s alpha method is practical and 
has since its inception, dominated the reliability testing field, particularly among the 
researchers in the social science field. 
Accordingly, this study utilised the Cronbach’s alpha method for the evaluation of the 
measurements’ reliability. The coefficient of Cronbach’s alpha shows the items consistency of 
measuring the same construct, with a high coefficient showing that the construct items have 
high consistency and share high tendency towards measuring the construct.  
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Nunnally (1978) established some minimum standards for Cronbach’s alpha in his attempt to 
determine the acceptable threshold cut-off point of the coefficient. According to him, 
Cronbach’s alpha coefficient of 0.7, 0.8 and 0.9 are suitable for exploratory, basic and critical 
issue-based studies respectively. 
This study thus conducted the Cronbach’s alpha analysis to determine the reliability of the 
measure used by dealing with each construct separately. The reliability coefficient of a 
construct is increased by deleting some of the items in the system as suggested – and to decide 
which items to delete, the item-construct analysis is conducted to determine which of the items 
contribute the least. Table 5.7 displays the Cronbach’s alpha coefficient of all the study 
constructs and they all obtained an acceptable consistency level. Majority of the values 
exceeded the cut-off coefficient of 0.70 as established by Nunnally and Bernstein (1994). 
Table 5.7: Reliability Analysis of the Study 
Constructs 
No. 
of 
original 
items 
Cronbach’s 
Alpha 
Item 
deleted* 
Cronbach’s 
Alpha if item 
deleted 
Management Leadership 3 0.803 Nil 0.803 
Customer Focus 3 0.857 Nil 0.857 
Strategic Planning 3 0.851 Nil 0.851 
Human Resource 
Management 3 0.777 Nil 0.777 
Service Design 3 0.765 Nil 0.765 
Information and Analysis 3 0.847 Nil 0.847 
Continuous Improvement 3 0.815 Nil 0.815 
Benchmarking 3 0.889 Nil 0.889 
Organisational Culture 7 0.924 Nil 0.924 
Organisational 
Performance 15 0.913 Nil 0.913 
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5.12. Ethical Issues 
Ethics framework determines the actions or behavioural patterns that are appropriate and 
inappropriate in a given context. Several fields of social life have ethical principles. For 
example, different professions follow different ethical principles that determines appropriate 
behaviour to be followed by individuals. Researchers posit that these ethical principles provide 
individuals with basic understanding of how to behave in a professional manner and are hence 
good (Thomas, 2011). However, when it comes to research, it is argued that there is lack of 
understanding of universally accepted ethical behaviour as research is not universal (Bell, 
Bryman and Harley, 2018). Taking this into consideration, it is argued that individual problems 
that researchers face should be handled by developing personal solutions thereby creating 
appropriate balance between the aspects that are good/bad (Thomas, 2011). 
This research takes into account ethical concerns and hence did not ask questions of personal 
nature to the surveyed customers. Furthermore, participants were not forced to participate and 
were given an opportunity to not answer questions if they were not comfortable. In the case of 
interviews, the author obtained verbal consent of the each interviewee and refrain using any 
sensitive data that could harm the organisation.  
 
 
 
 
 
 167 
 
Chapter Six - Data Analysis and Findings 
6.1. Introduction  
The purpose of this research was to examine the TQM-organisational performance relationship 
by considering the moderating effect of OC in the context of the UAE public service 
organisations. The aim of this chapter is to present the results of the data gathered via primary 
data collection methods - the survey and interviews and discuss the findings. To fulfil this aim, 
the chapter starts with the analysis of the questionnaires and then proceeds to the analysis of 
information gathered via interviews.  
6.2. Analysis of Questionnaires  
To fulfil the purpose of this study, 150 employees of the UAE public sector service 
organisations were surveyed. This section provides the analysis of survey data starting with 
presenting the profile of respondents followed by the descriptive analysis. Then, it presents the 
test of sample bias where non-response bias is scrutinised and the test of normal distribution, 
linearity, and multicollinearity followed suit. Correlation and regression analyses are exhibited 
next and the section ends with the summary of quantitative analysis where the hypotheses are 
tested based on the results of the statistical analysis.  
6.2.1. Demographic Distribution of Respondents 
The survey was undertaken with 150 employees of various UAE public sector service 
organisations. The questionnaires were self-administered to the participants. In this study, three 
demographic variables were employed to draw the profile of the participants which are gender, 
qualifications and experiences. The findings are summarised in the table below. 
 
 
 
 168 
 
Table 6.1: Participants’ Demographic Profile 
Demographic 
Variable Category 
Frequency Percent 
(N=150) % 
Gender 
Male 105 70.0 
Female 45 30.0 
Qualifications 
High School 6 4.0 
College Degree 46 30.7 
Graduate Studies 98 65.3 
Experiences 
0-5 Years 22 14.7 
6-10 Years 22 14.7 
10 Years or more 106 70.7 
 
It is evident from Table 6.1 that the respondents constituted 105 males (70%) and 45 females 
(30%). With regards to the respondents’ qualifications, 98 held graduate degrees (65.30%), 46 
had college degrees (30.70%), while the remaining 6 respondents had high school certifications 
(4%). 
Moving on to the last demographic factor, which is the respondents’ experiences, majority of 
the respondents had over a decade of experience (70.70%), 22 had 0-5 years of experience 
(14.70%), and 22 had 6-10 years of experience (14.70%).  
6.2.2. Perceptions about the Dimensions of TQM 
Perceptions about the dimensions of TQM is measured with the help of T-test. In this process, 
the author sought to identify the differences in perceptions and therefore she approached the 
task by exploring the existence of non-response bias through assessing early and late responses. 
Based on Armstrong and Overton (1977) and Kannan, Tan, Handfield and Ghosh’s (1999) 
suggestion, if a significant difference exists between early and late responses, then this may 
indicate differences between non-respondents and respondents.  
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Accordingly, the non-response bias was tested by employing T-test on 115 early respondents 
and 35 late respondents. Prior to the examination of the means throughout the early and late 
responses, the researcher conducted the Levene’s test of equality of variances in order to 
identify as to whether the variances were homogeneous or not. The findings are summarised in 
the table below. 
Table 6.2: T-test Results for Perceptions about the Dimensions of TQM  
Construct 
Levene's Test  
for Equality of Variances t-test for Equality of Means 
          
F Sig. T df Sig. (2-tailed) 
Organisational Performance 0.03 0.862 0.381 148 0.704 
   0.4 60.969 0.691 
Leadership 0.059 0.809 -0.97 148 0.331 
   -0.99 58.266 0.323 
Strategic Planning 0.151 0.698 -0.36 148 0.714 
   -0.38 61.849 0.699 
Customer Focus 0.751 0.387 1.406 148 0.162 
   1.368 53.993 0.177 
HRM 0.702 0.404 0.404 148 0.687 
   0.378 51.172 0.707 
Service Design 2.848 0.094 0.047 148 0.963 
   0.042 48.436 0.967 
Information and Analysis 0.958 0.329 1.164 148 0.246 
   1.123 53.362 0.267 
Continuous Improvement 0.083 0.774 0.623 148 0.534 
   0.67 63.505 0.505 
Benchmarking 4.019 0.047 1.527 148 0.129 
   1.397 49.722 0.169 
Organisational Culture 0.01 0.919 1.024 148 0.307 
      1.057 59.219 0.295 
 
According to the result of the Levene’s test of equality of variances, the variances between 
early and later responses is homogeneous throughout the two groups at the level of significance 
of 0.01.  
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The researcher proceeded to examine the equality of means between the two groups 
considering the study variables and found that no significant difference existed between the 
two groups for the TQM variables as the obtained equality of means is supported at the level 
of significance of 0.01.  
6.2.3. Overall Perceptions about TQM, OC and OP  
A descriptive analysis was conducted to provide the general tendency in the view of 
participants regarding TQM, OP and OC variables. In this process, the mean, standard 
deviation, minimum and maximum statistics were employed. The findings are presented below. 
Table 6.3: Descriptive Analysis of Overall Perceptions about TQM, OC and OP 
Construct N Minimu
m 
Maximu
m 
Mean Std. 
Deviation 
Organisational Performance 
15 1.00 5.00 3.634 .631 
Organisational Culture 
 
15 
 
1.00 
 
5.00 
 
3.726 
 
.749 
 
Total Quality Management 
15 1.00 5.00 3.755 .621 
 
As can be seen in the table above, the minimum value of the constructs is 1.00, while the 
maximum value is 5.00, representing the Likert scale utilised. Data also reveal that TQM has 
an average value of 3.755, with standard deviation of 0.621, indicating that managers stress on 
TQM in achieving the goals and objectives of the organisation. Moreover, the low standard 
deviation value is indicative of the fact that managers were not different in their opinions 
regarding the importance of organisational performance for sustaining competitive advantage.  
Moving on to OC, it obtained a mean value of 3.726, with standard deviation of 0.749, 
indicating that the officers stress on OC aside from the achievement of OP. The latter obtained 
a mean value of 3.634 and standard deviation value of 0.631. These values show the importance 
of OP compared to other practices.  
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The findings imply that OP has given the least emphasis according to the surveyed employees. 
This could be as a result of the nature of the organisations as the primary focus of the 
government service organisations is delivering the service to its citizens. As per the findings, 
the overall perception towards the TQM is higher than other constructs implying that there was 
more emphasis on the practices of TQM in the organisations of surveyed employees. 
Perceptions of surveyed employees were further examined through investigating the possible 
influence of demographic characteristics on the views of TQM, OP and OC constructs. These 
are provided in the following section.  
6.2.4. Comparison of Perceptions based on Demographic Factors 
There are three demographic information gathered from the respondents in this study and these 
were gender, qualification and experience. These demographic factors could influence how 
surveyed employees perceived TQM, OP and OC. Thus, the responses of participants were 
compared based on these three demographic factors.  
First, the influence of gender on TQM, OP and OC constructs was explored and the findings 
are summarised in Table 6.3. 
Table 6.4: Comparison between Gender and TQM, OP and OC Variables 
Construct 
Gender 
Male Female 
Sig 
Mean Mean 
Organisational 
Performance 3.66 3.56 .360 
TQM 3.75 3.76 .906 
Organisational 
Culture 3.72 3.74 .908 
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According to the results, males scored higher mean compared to their female counterparts in 
OP, but females scored higher means in TQM and OC.  However, no significant differences 
were found between the genders in terms of other variables relationships at the level of 
significance of 0.05. This confirms that no differences exist between the responses of both 
gender groups regarding TQM, OP and OC.  
Next, respondents’ views about TQM, OP and OC were compared according to their 
qualifications. The findings are as follows: 
Table 6.5: Comparison between Qualifications and TQM, OP and OC Variables 
Construct 
Qualifications 
Under 
High School 
High 
School 
Degre
e 
Gra
duate Sig 
Mean Mean Mean Mean 
Organisational 
Performance - 4.11 3.59 3.62 
.161 
TQM - 4.05 3.71 3.71 
.922 
Organisational 
Culture - 3.79 3.72 3.77 
.564 
 
The analysis produced mixed results. High school certificate respondents scored higher mean 
values when it comes to TQM and OC compared to the rest of the qualification groups. 
However, no significant difference was found among the qualification groups in terms of their 
relationships with other variables at the level of significance of 0.05. Therefore, it is concluded 
that no differences exist in the responses based on respondents’ qualifications.  
The final comparison was made based on respondents’ experiences. The findings are given 
below. 
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Table 6.6: Comparison between Experience and TQM, OP and OC Variables 
Construct 
Experiences 
0-5 years 6-10 years above 10 years 
Sig 
Mean Mean Mean 
Organisational 
Performance 3.50 3.55 3.68 .387 
TQM 3.62 3.50 3.84 .034 
Organisational 
Culture 3.97 3.47 3.73 .080 
 
The comparison provides a rather interesting results regarding the influence of experience on 
the perceptions about TQM, OP and OC constructs. According to the findings, respondents 
with experience of 5 years or lower scored the highest mean in OC variable (m=3.97) whereas 
those with over 10 years of experience scored the highest in OP and TQM variables (m=3.68, 
m=3.84). However, only one significant result was found which is perceptions about TQM and 
work experience above 10 years at 95% confidence level (sig=0.034<0.05).  
6.2.5. Test of Statistical Assumptions 
As a part of the analysis, a number of assumptions about normality, linearity and 
multicollinearity were tested.  Normality is one of the basic assumptions in multivariate 
analysis and it refers to the degree of distribution of sample metric data that is linked to a 
normal distribution (Hair et al., 2010). Accordingly, several descriptive statistical analyses 
were carried out to obtain the values of normality and determine the presence of outliers – the 
analyses included histogram, box plots, stem-and-leaf plot, de-trended normal plot and 
normality probability plot. Additionally, the Chi-square was used for the detection of outliers. 
A few outliers were identified and were dropped following a series of tests.  
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However, upon inspection of the box plot, no outliers were identified and although the 
Komogorov-Smimov significance confirmed that several constructs deviated from normality, 
they were ignored as this is normal in majority of the variables in social science as explained 
by Pallant (2001), specifically, with larger samples (higher than 200) (Hair et al., 2006).  
Moving on to the skewness and kurtosis tests, an inspection of their values showed that no 
single dimension obtained ± 2 cut-off, and thus no serious deviation was identified except for 
one. According to Pallant (2001), the major decision rule of thumb for the measurement of 
normality lies in the difference between mean and trimmed mean and based on the figures 
(skewness, kurtosis and mean differences) and visual inspection through the use of histogram, 
normality probability plot, box plot and de-trended normal plot, and size of the sample, there 
was no variable transformation and hence, data was considered to be fairly normally 
distributed.  
Assumptions of regression analysis also must be tested and they include normality, linearity 
and homoscedasticity, as established by Hair et al. (2010).  More specifically, the linearity 
assumption was carried out by analysing residuals and partial regression plots. The results of 
the linearity using scatter plot diagrams are presented below. 
6.2.4.1. Test of Normality   
Normality indicates the symmetrical curve with the greatest frequency of scores lying towards 
extremes in the small and medium frequencies (Pallant, 2005). In this regard, Kline (1998) and 
Pallant (2005) explained that the assessment of normal distribution of scores for the 
independent and dependent variables can be conducted by examining the values of skewness 
and kurtosis. In the field of social science, the constructs nature has several scales and measures 
may lead to positive/negative skewness (Pallant, 2005). Added to this, kurtosis refers to the 
scores that measure the distribution in terms of the degree to which observations are gathered 
around the central mean.  
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The values of skewness that lie outside the range of +1 and -1 are deemed to be significant 
skewed as established by Hair et al. (2006) but Kline (1998) recommended a cut off between 
+3 and -3 to be acceptable. Based on the criteria set up by the researchers, the skewness values 
in this study fell in the range mentioned by Kline (1998) as opposed to that mentioned by Hair 
et al. (2006).  
Similarly, the acceptable kurtosis values suggested by Coakes and Steed (2003) (+3 to -3) were 
met as evident from the values presented in Table 6.7 and Figure 6.8. According to the above 
discussion, there are some skewness values that deviated from normal distribution. 
Table 6.7: Results of Skewness and Kurtosis for Normality Test 
Construct 
N Skewness Kurtosis 
Statistic Statistic Std. Error Statistic 
Std. 
Error 
Organisational 
Performance 150 -1.010 .198 2.921 .394 
Total Quality 
Management 150 -.501 .198 .009 .394 
Organisational 
Culture 150 -.922 .198 1.722 .394 
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Figure 6.8: Normality Distribution 
 
6.2.4.2. Test of Linearity 
The test of linearity identifies the relationship between the independent and dependent 
variables, particularly the right direction of the hypotheses. Hair et al. (2006) explained that 
partial regression plot is utilised on each variable in cases where the independent variable is 
more than one – this is to ensure the optimum representation in the equation. For this purpose, 
the normal P-P regression standardised residual plot was drawn up for the variables 
(independent and dependent). The results confirmed the presence of normal distribution (see 
Figure 6.9).  
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Figure 6.9: Observed Cum Prob. / Normal p-p plot 
 
 
6.2.4.3. Test of Multicollinearity 
Hair et al. (2010) strongly recommended the multicollinearity test prior to testing the proposed 
model. The test determines the presence of the relapse in the correlation matrix wherein the 
independent variable is highly and significantly correlated with another of its kind. Added to 
this, the multicollinearity issue can be identified when the value of correlation exceeds 0.90 
(Hair et al., 2010). This test is conducted through the examination of the variance influence 
factor (VIF) and the tolerance value. 
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The VIF value shows the amount of variability of the chosen independent variable that is 
explained by other independent variables, while the tolerance value is its antithesis (Hair et al., 
2010). Both VIF and tolerance values cut-off points are 10 and 0.10 respectively, and VIF that 
is closer to the value of 1.00 indicates little or no presence of multicollinearity.  
The three model’s collinearity values for the entire independent variables are depicted in Table 
6.10. All the correlation values of the variables did not exceed 0.90 and confirms the absence 
of multicollinearity issue. The VIF value is 2.718, and the tolerance value is 0.368 and hence, 
the study variables did not violate the assumption of multicollinearity.  
 
Table 6.10: Multicollinearity Test 
Construct Collinearity Statistics 
Tolerance VIF 
(Constant)   
Total Quality Management 
.368 2.718 
Organisational Culture 
.368 2.718 
a.    Dependent Variable: Organisational Performance 
 
6.2.6. Correlation Analysis 
As a part of the quantitative analysis, correlations between three constructs of this study were 
explored with Pearson Product-Moment Correlation. The key findings are as presented in Table 
6.11.  
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Table 6.11: Correlation Matrix 
Construct Organisational  Performance 
Organisational  
Culture 
Total Quality 
 management 
Organisational 
Performance 1 
  
Organisational Culture .586** 1  
Total Quality 
management .824** .795** 1 
**. Correlation is significant at the 0.01 level (2-tailed). 
 
In the present study, a strong correlation was established between the variables, with all the 
relationships are significant at the level of significance of 0.01. Table 6.11 specifically shows 
that the correlation coefficient between OP and OC is 0.586 indicating that there is a moderate 
and positive association between these variables. As the sign of the correlation is positive, it 
may indicate that the better the perceptions about OC in the context of four cultural traits of 
involvement, consistency, adaptability and mission, the higher the OP of surveyed public sector 
service organisations of the UAE is. Or, if the views about OC are worsens, the OP declines.  
In the case of TQM construct, the findings are stronger. As per the results shown above, the 
correlation between TQM and OP variables is a very strong and positive (r=0.824) which 
means the higher the perceived TQM practices, the better the OP or vice versa. In addition, the 
TQM construct shows a strong and positive correlation with the OC construct (r=0.795). This 
may imply that OC formed by cultural traits of involvement, consistency, adaptability and 
mission enables TQM practices more.  
6.2.6. Regression Analysis 
This study employed multiple regression analysis to determine the possible causality between 
OP, OC and TQM and to test the proposed hypotheses. In this process, first the explanatory 
power of the independent variables, OC and TQM in explaining the changes in dependent 
variable, OP was tested. The findings are shown in Table 6.12. 
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Table 6.12: Summary of Regression Model 1 
Model R R Square Adjusted R Square 
Std. Error of the 
Estimate 
1 .509 .259 .254 .54533 
a. Predictors: (Constant), Culture and TQM 
b. Dependent Variable: OP 
The key statistic which sheds light on the fitness of the model is R square. As per the findings, 
the R square value of the model is 0.259 which means employed independent variables, OC 
and TQM, explain 26% change in OP. 
Following to this, the direct relationship between overall TQM and OP as well as each 
dimension of TQM and OP were tested with regression analysis. The results are summarised 
in Table 6.13. 
Table 6.13: Regression Analyses Results for Direct Hypotheses 
Hypothesis Relationship Path SE T-value 
P-
value Decision 
H1 TQM ------> OP 0.838*** 0.047 17.7 0.000 Supported 
H1a ML ---------> OP 0.648*** 0.041 15.686 0.000 Supported 
H1b CF ---------> OP 0.546*** 0.046 11.764 0.000 Supported 
H1c SP ---------> OP 0.634*** 0.048 13.308 0.000 Supported 
H1d HRM ---------> OP 0.595*** 0.044 13.527 0.000 Supported 
H1e SD ---------> OP 0.580*** 0.042 13.900 0.000 Supported 
H1f IA ---------> OP 0.393*** 0.058 6.747 0.000 Supported 
H1g CI ---------> OP 0.457*** 0.063 7.198 0.000 Supported 
H1h B ---------> OP 0.397*** 0.053 7.550 0.000 Supported 
*:p<0.05; **:p<0.01; ***:p<0.001 
In the first hypothesis, it was predicted that TQM has a significant effect on OP and the results 
supported this at 0.001 level of significance (β= 0.838; t= 17.70; p<0.001). The rest of the TQM 
dimensions were also significant at the level of significance of 0.001.  
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In particular, the following results were obtained for each; leadership (β= 0.648; t= 15.686; 
p<0.001), customer focus (β= 0.546; t= 11.764; p<0.001), strategic planning (β= 0.634; t= 
13.308; p<0.001), HRM (β= 0.595; t= 13.527; p<0.001), service design (β= 0.580; t= 13.900; 
p<0.001), information and analysis (β= 0.393; t= 6.747; p<0.001), continuous improvement 
(β= 0.457; t= 7.198; p<0.001) and lastly, benchmarking (β= 0.397; t= 7.550; p<0.001). The 
results showed that hypotheses H1a, H1b, H1c, H1d, H1e, H1f, H1g and H1h were all 
supported.  
In addition, it was predicted that OC would have a moderating effect between TQM and OP 
relationship. The regression results showing the moderating effect of OC are summarised in 
Table 6.14. 
Table 6.14: Regression Analyses Results for Hypotheses regarding Moderating Effect 
of OC  
Hypothesis Relationship Path SE T-value 
P-
value Decision 
H2 TQM*OC ------> OP 0.990*** 0.077 12.895 0.000 Supported 
H2a ML * OC---------> OP 0.098** 0.034 2.882 0.005 Supported 
H2b CF * OC ---------> OP 0.221*** 0.049 4.539 0.000 Supported 
H2c SP * OC---------> OP 0.085* 0.042 2.002 0.047 Supported 
H2d HRM * OC---------> OP 0.198*** 0.039 5.116 0.000 Supported 
H2e SD * OC---------> OP 0.088* 0.041 2.142 0.034 Supported 
H2f IA *0C ---------> OP 0.105* 0.046 2.295 0.023 Supported 
H2g CI * OC ---------> OP 0.117* 0.051 2.291 0.023 Supported 
H2H B * OC---------> OP 0.121* 0.053 2.303 0.023 Supported 
*:p<0.05; **:p<0.01; ***:p<0.001 
As reported above, OC moderated the TQMs dimensions and organisational performance 
relationship (β= 0.990; t= 12.895; p<0.001) at a significant level of 0.001.  
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More specifically, the dimensions were moderated in their relationship with performance with 
the following obtained values; leadership (β= 0.098; t= 2.882; p<0.01), customer focus (β= 
0.221; t= 4.539; p<0.001), strategic planning (β= 0.085; t= 0.002; p<0.05), HRM (β= 0.198; t= 
5.116; p<0.001), service design (β= 0.088; t= 2.142; p<0.05), information and analysis (β= 
0.105; t= 2.295; p<0.05), continuous improvement (β= 0.117; t= 2.291; p<0.05), and lastly, 
benchmarking (β= 0.121; t= 2.303; p<0.05). These results indicate that Hypotheses H2, H2a, 
H2b, H2c, H2d, H2e, H2f, H2g and H2h are all supported.  
6.3. Analysis of Interviews  
In addition to questionnaires, this study undertook in-depth one-to-one interviews with 14 
leaders/managers of the UAE public sector service organisations. The intention with the 
interviews was to develop a deeper understanding on the concept of TQM, its implementation 
in public sector service organisations, the influence of OC on the implementation of TQM, the 
contributions of TQM in public sector service organisations, challenges of the implementation 
of existing TQM models in the UAE public sector service organisations and how these 
challenges can be overcome.  
6.3.1. Views about the TQM Concept  
This question was posed to understand the level of awareness among the managers about TQM 
and its practices. The answers of the interviewees varied greatly and although a few of them 
captured the holistic nature of the concept, the majority seemed to have a narrower approach 
to the TQM concept.  
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The narrow view of the TQM is evident from the following definitions given by the 
interviewees: For interviewee 3, TQM is “a continuous improvement process”. For Interviewee 
6, it’s “continues process to enhance efficiency”. More limited views of TQM include 
“Standard to improve the productivity” (ID7), “very important tool for management” (ID5), or 
“very useful and can change work culture” (ID4).  
On the other hand, wider perspectives of TQM were also discovered. For instance, as per ID1, 
TQM is “important concept which focus on leveraging the capabilities and resources of an 
organisation to enhance the quality”. Inclusion of work culture in addition to product, service 
and process is mentioned by ID2 in the following way: “TQM ensures that everyone in the 
organisation is working towards improvement of work culture, product, service or process”. 
And ID11 and ID13 also agree the involvement of everybody in the organisation when TQM 
is applied. ID11 highlighted that “TQM encompasses overall improvement in all levels of the 
organisation. When organisational goals are in sync with the overall objectives than spectacular 
results would be observed in terms of profitability and employee performance”. Among the 
interviews, the broadest approach to TQM was stated by ID14 who asserted that “TQM as a 
more general philosophical approach of continuous organisation-wide improvement with a 
focus in addressing problems as they relate to value-add processes and production 
environments”.  
Varying breadth of views about the TQM concept implies that the leaders were not fully aware 
of what the actual concept encompasses. This is rather worrying due to the fact that limited 
approach to TQM might have restricted its application in the UAE public sector service 
organisations and might have generated disappointing results when compared to its potential. 
It is believed that approach to TQM is influenced by the interviewees’ position and experience. 
When the interviewees’ positions were taken into account, it was discovered that those who 
had a broader view of the concept were directors and senior officials that lead divisions.  
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6.3.2. Views about TQM Models to Improve Quality of Products and Services  
This question was meant to obtain the interviewees views on the TQM models utilised in 
organisations to enhance products/service quality. The views about the TQM models and their 
impact on improving quality of products and services greatly varied among the interviewees. 
For some interviewees such as ID3, ID4 and ID7, TQM models are mandatory for the 
successful implementation of the concept as they will help achieving desired output quality. 
As well as this, they “provide better prospect for performance management” (ID4). Or at least, 
these models are the starting point for “achieving the excellence” (ID3). On the other hand, 
there was an opposing view that TQM is now being outdated and subject to “replacement with 
newer approaches such as Six Sigma and Kaizen” (ID8). ID12 pointed out the fragmented 
application of the concepts which “produced limited results.” In fact, this particular interviewee 
underlined the successful implementation of the TQM concept in the automotive industry yet 
it is not known as to whether he implied that the concept is more suitable for manufacturing 
firms than service organisations. Similarly, ID14 highlighted the disappointments experienced 
in the implementation of the TQM concept due to poor results. According to the interviewee, 
the concept should not be blamed for such results as these are “obvious challenges for TQM is 
that it requires a sustained long-term commitment; mandates organisation-wide participation, 
and thus, a true change in organisational culture; its results often take years to accomplish and 
solidify.”  
With regards to the application of the TQM models in the interviewees’ organisations, the 
results indicate that the interviewees focus on the aspects that there were taken into account in 
the implementation of the concept in the context of public sector service organisations. Thus, 
it is found that the interviewees generally confirmed the importance of such application to meet 
the objectives of the organisation in terms of performance.  
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Some of the interviewees related the needs for leadership, support, employees’ commitment, 
culture, and continuous improvement. According to them, there is the need to continuously 
enhance, to face the future requirements and the leadership should show strong ownership. 
TQM must be applied by individuals who afterwards can analyse it – such individuals should 
comprise of management and all employees. Such application is expected to improve the life 
cycle of the products/services/processes in every way. The interviewees also mentioned the 
benefit of making continuous improvement as a core process throughout the units of the 
organisation and ensure that it is integrated into its culture for quality outcomes. It should also 
reflect the right concepts and effective KPIs as successful TQM implementation.  
The researcher further investigated the implementation of the TQM concepts and made an 
attempt to identify the challenges and opportunities associated with the implementation of the 
TQM models. A number of opportunities underlined by the interviewees. For instance, as per 
ID1, TQM models would help developing tailor-made processes based on “expertise, customer 
satisfaction, expertise and data”. For ID2, the key opportunities include “placing the customer 
at forefront of decision making which creates customer loyalty and all staff will be empowered 
which key element in employee engagement”. Similarly, for ID5, TQM models will lead to the 
“modernisation of businesses” or “enhancement of the life cycle of every business aspect” as 
mentioned by ID7 which both are believed to be the natural outcome of the continuous 
improvement. Most importantly, it is believed that TQM models deliver stronger competitive 
advantage owing to the continuity of delivering better services (ID8). In fact, the interviewee 
argued that with TQM models, firms can “deliver higher quality products relative to industry 
peers that are not as capable in TQM application”.  
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Interviewee ID9 had a different view on the opportunities associated with the implementation 
of TQM models. As per the interviewee, these models would make an immense effect on “the 
awareness of the concepts of TQM thanks to the increased pressure from customers and 
turbulent environment”.  
In addition to the opportunities, a number of challenges associated with the implementation of 
TQM models were discovered. For instance, ID11 stressed the influence of culture on the 
adaptation of management concepts. As per the interviewee, during the adaptation and 
implementation stage of TQM models, it is essential to be sensitive to local culture and to be 
successful in such endeavour, implementers should first study the local dynamics.  In fact, 
according to the interviewee, to ensure the success or to prevent the failure, there should be a 
pilot implementation where the execution of TQM models can be monitored and evaluated to 
determine its suitability of the concept for countries like the UAE.  
More challenges were identified by ID12. As per the interviewee, challenges of TQM models 
include “inappropriate processes; complexities in supply chain configurations; lack of requisite 
skills and management commitment”. These challenges in return would lead to failure of the 
TQM as a whole.  
Different than other interviewees, ID14 explained the challenges in a broader context. 
According to the interviewee, the biggest challenge threating the success of TQM models is 
the political forces particularly for public sector organisations. As per the interviewee, what 
makes TQM challenging lies on the fact that it is almost impossible to achieve firm, genuine 
and sustainable commitment from top management that will be political leaders which is a 
must-be for the success of TQM implementation. The interviewee added that “if TQM is seen 
as a destination (e.g., seen strictly as meeting a definable goal, or measurable result), it can 
drive organisational processes off course.  
 187 
 
As per ID14, the underlying reason for the failure of the TQM implementation is that “it may 
inadvertently lead to bureaucratic Bysantine processes where efficiencies are swallowed by 
paper tigers and where quick and innovative fixes generated by employee and managerial 
creativity are stifled”.  These findings suggest that there is a belief that TQM models can go 
further than improving the quality of products and services and lead to business excellence and 
superior organisational performance. However, due to short-termism and short-sightedness of 
the leaders/implementers, the concept of TQM and its models have been failing to produce 
much-desired results.  
6.3.3. Views about the Implementation of TQM in Service Industry of the UAE 
The interviewees were asked this question to explain the TQM use in the service sector of the 
UAE. The findings suggest that almost all interviewees agreed that TQM is widespread in the 
service organisations of the UAE. In fact, for many interviewees, the UAE could be considered 
as a leading example of how the concept transformed and adapted to the service organisations. 
According to ID12, “UAE to commit their efforts towards quality improvements for their 
service as this could be the only differentiator within this highly competitive environment”. In 
fact, as per ID9, it is not only the private sector which is leading the TQM implementation in 
service sector in the world, but also the public sector. The underlying reason for the successful 
implementation of TQM is due to availability of high level “support and attention of 
leadership” as per ID9. As per ID2 and ID5, the UAE’s attempt to the implementation of TQM 
to service sector is at advanced level.  
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On the other hand, it seemed that ID3 did not agree with the advanced level of TQM 
implementation in the UAE. As per the interviewee, the current implementation revolves 
around the application of quality assurance which is “the basic for any industry”. When the 
earlier finding indicating a narrow view of the concept of TQM is taken into account, the 
implementation of TQM in service sector and so-called success seemed to be exaggerated by 
the interviewees. The researcher believed that these positive views were reflecting the hopes 
of the participating interviewees rather than actual facts.  
6.3.4. Views about the Relationship between Culture and the Success of TQM   
This question aimed to shed light on the role of culture in TQM implementation in 
organisations. The managers were of the consensus as to the positive relationship between 
culture and implementation of TQM and they provided instances; TQM culture according to 
them, keeps everyone in the organisation focused on achieving the strategy. Culture can also 
change the performance by saving time and resources. Also, the combination of corporate 
culture and TQM process according to the managers, would affect the successful 
implementation of the system. Culture is integrated to lifestyle and work style rather than just 
work phase. The managers also stressed on the importance of a continuous improvement mind-
set and the role it plays in promoting a healthy corporate culture. According to them, culture 
forms the core of successful TQM system and it facilitates the achievement of organisational 
goals.  
The researcher explored the link between culture and TQM by asking how TQM can develop 
the organisational culture to enhance product/service quality and obtain competitive advantage. 
According to the interviewees, TQM practices help creating a suitable culture in organisations 
as they require communication, integrity, teamwork, leadership, training, recognition, 
awareness, training management support and motivation.  
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The key element leading to the competitive advantage according to the interviewees was the 
employees’ participation in decision making. As per the interviewees, this could positively 
impact the products/services quality. They also were of the consensus as to the significance of 
the engagement and empowerment of the employees in making decisions and in successful 
implementation of TQM practices. 
It is also stressed by the interviewees that commitment of top management is vital for the 
success of TQM. As per the interviewees, with top management support, it is possible to 
allocate and arrange resources prior to the implementation stage. Support from the top 
management also reinforce quality culture by acting as role models for the employees. 
6.3.5. Views about How to Overcome TQM Implementation Challenges and to 
Improve Quality in Organisations 
The intention with this question was to identify possible strategies that can be applied to 
overcome TQM implementation challenges and to improve quality in organisations at the same 
time. Some of them related that training and workshops are one solution to steer clear of 
challenges and enhance quality, whereas others brought up culture and review, and some others 
focused on automation of information and communication via IT. Also, some managers viewed 
the situation from the perception of employees as they recommended the linkage between 
performance appraisal and incentives and enhanced organisational performance.  
6.4. Integration of the Findings Obtained from Quantitative and 
Qualitative Analysis  
This study employed both qualitative and quantitative methods for data collection and the 
analysis of information gathered from primary sources. It is believed that the use of mixed 
methods would support and supplement each other.  
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The findings from the quantitative analysis proved the relationship between TQM, OC and OP. 
This was evident from reaching significant results that supports the hypotheses formulated for 
this study. These findings are summarised in the table below.  
Table 6.15: Summary of Quantitative Results  
Hypothesis Hypothesis Path Decision 
H1 There is a significant relationship between TQM practices and   Organisational performance. Supported 
H1a 
There is a significant relationship between Leadership and   
Organisational performance. 
Supported 
H1b 
There is a significant relationship between Customer Focus and   
Organisational performance. 
Supported 
H1c 
There is a significant relationship between Strategic Planning and   
Organisational performance. 
Supported 
H1d 
There is a significant relationship between HRM and   
Organisational performance. 
Supported 
H1e 
There is a significant relationship between Service Design and 
Organisational performance. Supported 
H1f 
There is a significant relationship between Information and 
Analysis and   Organisational performance. Supported 
H1g 
There is a significant relationship between Continuous 
Improvement and Organisational performance. Supported 
H1h 
There is a significant relationship between benchmarking and 
Organisational performance. Supported 
H2 There is a moderating effect of OC on the relationship between TQM and Organisational Performance. Supported 
H2a There is a moderating effect of OC on the relationship between Leadership and Organisational Performance. 
Supported 
H2b There is a moderating effect of OC on the relationship between Customer Focus and Organisational Performance. 
Supported 
H2c There is a moderating effect of OC on the relationship between Strategic Planning and Organisational Performance. 
Supported 
H2d There is a moderating effect of OC on the relationship between HRM and Organisational Performance. 
Supported 
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H2e There is a moderating effect of OC on the relationship between Service Design and Organisational Performance. 
Supported 
H2f There is a moderating effect of OC on the relationship between Information and Analysis and Organisational Performance. 
Supported 
H2g There is a moderating effect of OC on the relationship between Continuous Improvement and Organisational Performance. 
Supported 
H2h There is a moderating effect of OC on the relationship between benchmarking and Organisational Performance. Supported 
 
These findings imply that TQM and OC are interlinked constructs and significantly influence 
OP. The results from the qualitative analysis further expanded the results by providing insights 
about what factors facilitate such successful interaction. From the thematic analysis, 3 themes, 
9 sub themes and 55 sub-sub themes were generated as indicated in Table 6.16. The sub-sub 
themes were later analysed using the responses from the interviewees to support the study 
discussion. 
Table 6.16: Summary of all the Themes, Sub Themes and Sub-sub Themes Obtained 
from Qualitative Analysis  
 
S/N Themes Sub Themes Sub-Sub Themes 
 
Theme 
One 
 
TQM 
 
? Implementati
on 
 
? Management approach 
? Service enhancement 
? Teams 
? Productivity 
? Managing TQM 
? Quality influence 
? Different contexts 
? Successfully implemented 
? Implementation of TQM 
? The application 
? Problems of quality 
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  ? Improvemen
t 
? Rewards 
? Expected benefits. 
? Success 
? Managing change 
? Collaboration. 
? Philosophy 
? Excellence 
? Sustainable 
commitment 
 
   
? Quality 
 
? KPIs 
? Customer satisfaction 
? Inputs influence the nature 
? Enhancement 
? Improvement 
? World to guarantee the outputs 
Theme 
Two 
Cust
omer 
? Service ? Need to deliver your products and 
services 
? Towards quality improvement 
? Added values 
? Competitive advantages 
? Service Design  
? Customer Focus 
 
  ? Satisfaction ? TQM is the key point 
? Feedback 
? Decision making 
? Happiness 
? Loyalty 
  ? Competitive  ? Industry peers 
? Competitors. 
? Research analysis 
? Benchmarking 
Theme 
Three 
Culture ? Commitmen
t 
? Leadership 
? Sustainable 
? Participation 
? Managing employees 
  ? Healthy corporate ? Employee commitment 
? Training 
? Challenges 
? Manpower 
  ? Communication ? Systems  
? Stakeholde
rs 
? Achieve better results 
? Teamwork 
? Opportunities  
? Training 
? Information and analysis 
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The key findings from the qualitative analysis suggest that TQM is viewed as an opportunity 
for public sector service firms to improve service quality in the UAE as the concept facilitates 
placing the customer at the core of decision making to develop customer loyalty and to 
empower staff, which would facilitate employee engagement, while the challenges involve the 
maintenance and enhancement of the system. The full involvement of customers in the 
enhancement of TQM practices is achieved through the co-evaluation of the quality processes 
with customers. However, its implementation is rather challenging as it is time consuming and 
sometimes actual results manifest after a long time and thus, this makes it challenging to 
convince people about its benefits and to change their minds. As well as this, communicating 
the TQM core and values, documenting the processes, and opportunity arises from the reuse of 
resources in the smart model, resistance towards the change, factors deriving from national 
culture and weak-enthusiasm among the leaders can be counted as the main challenges of the 
successful implementation of TQM. It is also noted that there is a need for increasing awareness 
of the broader aspect of TQM as the majority leaders are found short-sighted and focus on 
short-term results as the general perception is that TQM is merely about quality assurance. 
Thus, it does not go beyond a rigid strategy concentrating on achieving performance targets 
rather than procedures and policies requiring an overall transformation of service organisations 
to accomplish continuous improvement. It is believed that the main obstacle hindering the 
advancement is the lack of comprehension that TQM is a holistic management concept and 
successful implementation requires the establishment of a TQM culture.  
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Chapter Seven - Discussion, Conclusion and Recommendations 
7.1. Introduction 
This chapter provides a summary of the whole study, the discussion of the findings and the 
provision of the stud contributions to literature. The chapter presents the managerial 
contributions that are expected to assist decision-makers in organisations. The chapter also 
provides a detail of the study limitations and suggestions for further studies through new 
avenues to counter the limitations. Towards the end, the chapter provides the study summary 
and conclusion. 
7.2. Summary of the Study 
This study mainly aimed to investigate the direct and moderating influence of OC on TQM and 
its dimensions and the direct influence of the latter on OP. The study was motivated by the 
mixed findings reported in literature regarding the relationship among TQM and organisational 
performance. According to Al-Swidi and Mahmood (2011), such mixed findings have stood as 
unresolved issues that call for in-depth and further examination to the relationship. 
In the past few decades, TQM has been acknowledged as one of the top and commonly 
practiced management philosophies implemented by organisations in the expectations of 
attaining competitive advantage and enhancing their overall performance. Researchers have 
extensively contributed to literature concerning the impact of TQM practices on organisational 
performance and competitive advantage. TQM has been used by several public sector 
organisations including health (Kaluzny, McLaughlin and Simpson, 1992; Sabada, Rivers and 
Munchus, 1998; Øvretveit, 2000; Hazilah Abd. Manaf, 2005; Salaheldin and Mukhalalati, 
2009; Talib, Rahman and Azam, 2011; Nwabueze, 2014) education (Babbar, 1995; Motwani 
and Kumar, 1997; Erturgut and Soyşekerci, 2009; Suleman and Gul, 2015; Mateos-Ronco and 
Hernández Mezquida, 2018) police services (Galloway, 1994; Stevens, 2001; Tomaževič, 
Seljak and Aristovnik, 2016).  
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Several studies that focused on the relationship revealed positive results (e.g., Anderson, 
Rungtusanathan and Schroeder, 1995; Hendricks and Singhal, 1997; Terziovski and Samson, 
2000; Prajogo and Sohal, 2003, 2004; Shenaway, Baker and Lemak, 2007; Kumar et al., 2009; 
Talib, Rahman and Qureshi, 2013; Wang, Chen and Chen, 2012), while others reported 
negative results (e Powell, 1995; Westphal, Gulati and Shortell, 1996; Dvais, 1997; Kober, 
Subramanniam and Watson, 2012). To compound the matter further, even though TQM 
implementation has long been related to improved overall organisational performance, some 
other authors reported failed TQM implementation initiatives like Sila and Ebrahimpour 
(2002). And owing to these inconclusive findings, a new research branch has arisen where 
researchers like Ehigie and McAndrew (2005) recommended that some other organisational 
variables may affect this relationship and they need thorough examination Moreover, quality 
management literature also highlights that one of the main reasons for failure of TQM 
initiatives is lack of supportive OC (Brah and Lim, 2006). 
The key role of organisational culture is the basis that it forms upon which strategy 
implementation processes are based on. Added to this, organisational culture is also considered 
as one of the key players in setting up a match between strategy adoption (TQM) and 
organisational internal environment (Kanji and Wallace, 2000; Llorens-Montes, García-
Morales and Verdú-Jover, 2004; Yasin et al., 2004). 
Another motivation for this study is the notion that TQM practices share the same objectives, 
which are to enhance the performance of the organisation – but empirical studies that examined 
the integrated role of quality and innovation-bases strategies on organisational performance are 
still lacking. A thorough review of literature highlighted that despite the extensive work 
focused on the impact of TQM and OC on OP, authors largely ignored their integrated effect. 
Also, the OC role in TQM-organisational performance relationship is expected to be significant 
but empirically, it needs further evidence. 
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Based on the study problem discussed in the first chapter and the comprehensive review of 
literature in the second chapter, the following objectives were drawn up; 
1. To systematically examine the effect of TQM practices on organisational performance 
in the UAE public sector service organisations. 
2. To critically examine the effect of TQM’s dimensions on organisational performance 
in the UAE public sector service organisations. 
3. To systematically investigate the moderating role of organisational culture on the 
relationship between TQM practices and organisational performance in the UAE public 
sector service organisations. 
4. To systematically investigate the moderating role of organisational culture on the 
relationship between TQM’s dimensions and organisational performance in the UAE 
public sector service organisations. 
5. To critically assess the advantages and disadvantages of the application of TQM in the 
UAE public sector service organisations. 
6. To critically determine the challenges and opportunities of the application of TQM in 
the UAE public sector service organisations. 
For the achievement of the above elaborated objectives, an extensive review of literature was 
carried out and presented in Chapters 3 and 4. Quality management literature shows that TQM 
wide use in the manufacturing and service organisations have not linked TQM to organisational 
performance and culture in the public sector. Also, as mentioned, majority of prior studies 
dedicated to TQM practices evidenced their positive effect of organisational performance. But 
not all implementation cases of TQM have ended in success and this urged some researchers 
to focus on exploring the reasons behind such failure. To resolve this issue, some scholars 
suggested the examination of potential factors that may have some effect on the relationships 
for accurate findings. Further studies are still called for to resolve these ambiguities.  
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When implementing TQM practices, challenges are faced including employee’s resistance to 
change, but along with such challenges are opportunities and these include enhancing the 
overall organisational performance. In other words, advantages can be reaped if the 
implementation and awareness are effective and high respectively. 
According to the contingency theory, the failure of organisational strategy may be related to a 
mismatch between organisational strategy and organisational culture. The inconsistent findings 
concerning TQM and OP relationship was tackled by researchers as they asserted the 
moderating role of organisational culture. Also, OP stems from national culture and in the 
context of majority of developing nations, this may hold one of the explanations to the issue 
that needs further investigation (Prajogo and Sohal, 2001; Prajogo and McDermott, 2005). In 
essence, this study responded to the call and was motivated by it and hence, it employed the fit 
concept of the contingency theory to investigate the role of organisational culture on the 
relationships under study. 
It was shown in the chapter literature review that eight critical dimensions of TQM were 
generated. These are management leadership (ML), customer focus (CF), strategic planning 
(SP), human resource management (HRM), service design (SD), information and analysis 
system (IAS), continuous improvement (CI) and benchmarking (B). 
To test the developed research study framework presented in the literature review section, the 
researcher adopted a mixed method design as discussed in the fourth chapter along with its 
justifications. For the quantitative approach, a survey questionnaire was drawn up and used for 
data collection, with all the items adapted and adopted from prior literature to support face and 
content validity. A 5-point Likert scale was used for the measurement of items and for the final 
score of each construct, the average of the items was used to represent it. The greater the value 
of construct mean, the higher will be the level of TQM, OC and organisational performance.  
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The measure was exposed to rigorous validation process to ensure that the results are valid and 
reliable. Moreover, before the actual data collection phase, the researcher took the help from 
academicians and practitioners to confirm the face and content validity of the items. The initial 
validity and reliability of the study’s measure was confirmed through a pilot test that involved 
30 respondents, after which the results indicated a satisfactory level of goodness-of-measure. 
The researcher proceeded with the actual data collection. 
Data gathered from the survey was then exposed to hypotheses testing procedures using the 
hierarchical regression analysis of the SPSS software package, version 24. The analysis was 
conducted to determine the explanatory power of TQM and its dimensions towards explaining 
organisational performance, and to examine the moderating role of OC on the relationship. The 
analysis findings were provided and discussed in the fifth chapter and further explanations are 
provided in the next sub-sections.  
7.3. Discussion 
The findings of the study are discussed in these sub-sections in the order the study objectives 
were listed.  
7.3.1. TQM practices in Service Public Organisations in the UAE 
The first objective of the study was met by running a descriptive statistics test, the result of 
which is presented in Table 6.3 in the previous chapter. The results indicated that TQM had a 
mean of 3.755, with standard deviation of 0.621, indicating that the managers perceived them 
to be practiced highly more than other practices.  
Table 6.3 also showed that OC had the highest mean with 3.726, and a standard deviation of 
0.749. For OP, the mean was 3.634, while the standard deviation was 0.631. 
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7.3.2. TQM and OP 
The regression paths between the dimensions of TQM and organisational performance were 
examined. Table 5.8 in the fifth chapter indicated that significant relationship between TQM 
and OP at the significance level of 0.001, which indicated support for hypothesis H1. This 
finding is aligned with the finding reported in past studies (e.g., Anderson, Rungtusanathan and 
Schroeder, 1995; Hendricks and Singhal, 1997; Terziovski and Samson, 2000; Prajogo and 
Sohal, 2003, 2004; Shenaway, Baker and Lemak, 2007; Kumar et al., 2009; Talib, Rahman and 
Qureshi, 2013; Wang, Chen and Chen, 2012). This finding also supported the general notion 
in quality management literature that TQM affects the performance of the organisation.  
The core aim behind TQM management philosophy is integrating the entire organisational 
activities to satisfy the customers’ needs and expectations (Kumar et al., 2009). Hence, a 
successful implementation of TQM can assist organisations in maintaining high levels of 
satisfaction both among customers (Anderson, Rungtusantham and Schoerder, 1994; Kanji, 
1998; Goetsch and Davis, 2014). Stated clearly, the implementation of TQM guarantees that 
the offered services are designed based on extensive knowledge of the needs, requirements and 
expectations of the customers and the society. Added to the above, the successful 
implementation of TQM can help in enhancing the quality of services offered and to steer clear 
of causing defects in the processes at work.  
According to Llorens-Montes, García-Morales and Verdú-Jover (2004), the level of 
contribution of each TQM critical factor differs, and thus, this study looked further into the 
relative importance of each TQM factor. An extensive understanding of the relative 
contribution of each factor towards TQM initiative can assist to use the available resources 
effectively and efficiently. In other words, the high contribution TQM factors to the successful 
quality initiative should be focused on and invested on relative to those that have less 
contribution. 
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The results of the regression analysis displayed in the sixth chapter (Table 6.12) showed that 
the entire TQM critical factors (8) were significant predictors of OP at the level of significance 
of 0.001 at (β= 0.838; t= 17.70; p<0.001), with each obtaining the following values- leadership 
(β= 0.648; t= 15.686; p<0.001), customer focus (β= 0.546; t= 11.764; p<0.001), strategic 
planning (β= 0.634; t= 13.308; p<0.001), HRM (β= 0.595; t= 13.527; p<0.001), service design 
(β= 0.580; t= 13.900; p<0.001), information and analysis (β= 0.393; t= 6.747; p<0.001), 
continuous improvement (β= 0.457; t= 7.198; p<0.001), and benchmarking (β= 0.397; t= 
7.550; p<0.001). The above results are consistent with the results reported in prior literature 
concerning the significant effect of TQM and its practices (e.g., Flynn, Schroeder and 
Sakakibara, 1995; Powell, 1995; Llorens-Montes, García-Morales and Verdú-Jover, 2004; 
Yasin et al., 2004; Agus, 2005). The findings from the qualitative analysis indicate that 
employee satisfaction is one the themes emerging from the application of TQM and this finding 
is in line with the studies of Sadikoglu and Zehir (2010) and Sadikoglu and Olcay (2014). 
Overall, the results found in this study support the significance of TQM as a determinant of 
organisational performance based on the data gathered from public service organisations. This 
is evidenced by the result that all TQM practices indicated high correlations among each other 
and positive significant unified effect on organisational performance. This is also supported by 
the statement that TQM must be considered as a package of complementary practices that, in 
combination, work towards changing organisational culture towards the achievement of 
superior organisational results.  The study findings are also in line with the premise of the RBV 
theory.  
However, although the main concern of the study was public service organisations, the impact 
of TQM applications on external stakeholders, mainly society was briefly mentioned. Thus, 
the possible implications of TQM practices on the recipient of the services have not been 
discovered.   
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In other words, this study could not generate results supporting the claims of Chi?Kuang et al. 
(2004) and MacCarthaigh et al. (2012) who asserted that the prime aim of public sector 
organisation is maximisation of benefits to the society within a budget reasonable and the 
implementation of TQM would be the enabler of cost efficiency.  This may support the earlier 
claims in which the researcher discovered the narrow view adopted by the most of the 
interviewed leaders of the UAE public sector service organisations. Thus, it can be claimed 
that the implementation of TQM concept in public sector service organisations cannot be 
regarded as a radical transformation of public sector that can classified as the pursue of NPM 
practices. This is evident from the fact that the implementation of TQM at the organisations 
subject to investigation did not eliminate the bureaucracy which was one of the key elements 
of public sector reforms led by NPM concept (Gnan et al., 2015).   Thus, despite the significant 
results obtained from quantitative analysis, the findings from the qualitative analysis showed 
that the application of TQM concept in the UAE public sector organisations are somewhat 
limited and mainly revolve around quality assurance practices.  
7.3.3. The Moderating Role of OC 
The moderating hypotheses were also tested and the results showed that OC significantly 
moderated the relationship between the dimensions of TQM and OP at the level of significance 
of 0.001 (β= 0.990; t= 12.895; p<0.001), specifically, with leadership (β= 0.098; t= 2.882; 
p<0.01), customer focus (β= 0.221; t= 4.539; p<0.001), strategic planning (β= 0.085; t= 0.002; 
p<0.05), HRM (β= 0.198; t= 5.116; p<0.001), service design (β= 0.088; t= 2.142; p<0.05), 
information and analysis (β= 0.105; t= 2.295; p<0.05), continuous improvement (β= 0.117; t= 
2.291; p<0.05), and benchmarking (β= 0.121; t= 2.303; p<0.05). Literature advocates that a 
suitable OC is a pre-requisite of successful innovative strategies, like TQM strategy (Prajogo 
and McDermott, 2005).  
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Findings from the qualitative analysis support the findings from the quantitative analysis. 
Overall, the findings of this study are consistent with prior findings reported by Ogbonna and 
Harris (2000), Kim et al. (2004) and Lee et al. (2004).  
7.4. Contributions of the Study 
This current study has provided insights into the issues relating to OP of public sector service 
organisations in relation to TQM practices and how culture can be conducive to their 
implementation on one side. On the other side, the project has shown the positive impact of 
both variables on OP. To the researcher’s best knowledge, the present project is one of the very 
few studies that have been conducted in the UAE and in Arab countries’ business environment. 
It is worth noticing that Ahmed and Hamdoon (2007) examined the TQM challenges in general 
and in the context of universities specifically and this was the closet to the topic examined in 
this project. The main aim of the current research was to systematically investigate the effect 
or impact of TQM on OP and how OC can support such performance and the implementation. 
More importantly, empirical work in the same calibre is still non-existent. This study is an 
attempt to expand the current literature as it examines the moderating impact of OC on the 
TQM-OP relationship using both qualitative and quantitative data. Thus, it made significant 
contribution to the literature and the practice which are discussed in details in the following 
sections.  
7.4.1. Contribution to Literature 
Chapter one of this thesis provided a discussion of the study significance and aligned with this, 
this section provides the following contributions of the study.  
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Firstly, this study contributes to the literature by explaining the importance of TQM in the 
public service industry. It also contributes to TQM literature by re-investigating the several 
issues related to the TQM-OP relationship, where majority of authors called for the provision 
of further insight into the same due to mixed results produced by most recent studies.  
Generally, the study findings supported the positive effect of TQM on the performance of 
public service organisations. In my view in today changing economy scholars advocate the 
introduction of ethical leaders with their subordinates, because ethical leadership has a positive 
impact on performance. Furthermore, the ethical leaders influences their followers by their 
moral examples. Therefore, (OC) has a direct impact on TQM. 
The second contribution to literature is this study’s determination of the joint effect of TQM 
and OC on OP, which was more significant compared to their individual effects. The study 
results indicated the importance of implementing TQM strategies as a package and not 
individually as evidenced by the inter-dependence of the variables of the construct. When 
comparing the effects of TQM as composite variables with the effects of its dimensions on 
performance, the strategies are clearly better implemented as a package and not through 
selection of a few.  
The third contribution is the provision of information on the role of organisational culture in 
the organisational strategy implementation process. The study results indicated that OC should 
be the initial step taken when intending to change organisational strategy. Moreover, if OC is 
ignored, then this may result in wastage of organisational resources and failure of the adopted 
strategy. These results are aligned with the claims made by the RBV theory in that TQM is 
considered as a resource that aims to improve overall organisational process and managerial 
practices. Additionally, the results also highlighted that it is a must to establish a match between 
OC and TQM practices for successful TQM implementation. 
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The fourth contribution lies in the extension of literature dedicated to TQM and OC in the 
context of the public service sector in the UAE. Although public service sector is highly 
important to the economic growth, only a small portion of literature has been dedicated to the 
TQM in public sector, with most of them being conceptual, descriptive and observational. 
Therefore, this study contributes by shedding empirical light on the UAE public service sector 
in terms of TQM, with OC either enhancing or impeding the TQM implementation through 
bringing insights that were discovered via the use of mixed method approach. As a result, the 
breadth of the TQM concept in practice in the UAE public sector service organisations is 
discovered.  
Finally, this study carried out a robust goodness of measure analysis to validate the research 
instrument and to confirm construct validity and reliability. It has gone beyond the traditional 
testing procedures (e.g., Cronbach’s alpha coefficient and exploratory factor analysis) by 
carrying out confirmatory factor analysis. Thus, in sum, this study validated the researcher 
instrument rigorously to make sure that the results are valid and reliable. 
As a result, the researcher believes that this study makes an important contribution to the 
literature by producing empirical results as well as newly emerged insights about the TQM 
implementation in public sector organisations. The findings of this study may encourage other 
researchers to further investigate the topic in the UAE or other countries in the region.  
7.4.2. Practical Contributions 
The study findings also contribute to practice and are expected to assist policy-makers. It 
provided insights into the way TQM and OC improve the overall performance of the 
organisation through the following ways; 
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Firstly, the study findings are expected to contribute to practice by promoting awareness of the 
importance of TQM implementation in the organisations among management. The results also 
stressed that being entrepreneurial is among the primary characteristics of an organisation that 
could help it to survive and to make a niche in the market. The findings promote awareness 
among owners and managers on how to follow effective plans to improve the implementation 
of TQM and facilitate environment catering to entrepreneurial business.  
The second practical contribution is the consideration of TQM practices as organisational 
change initiatives in that extensive efforts must be placed on establishing an environment that 
supports such implementation. The study findings, in line with the RBV theory, indicated that 
OC of the organisation may make or break the TQM initiative. It stresses on the fact that 
managers must act to develop a suitable OC before selecting a strategy (e.g., TQM) in order so 
that resources will not end up being wasted in case the initiative fails.  
The third practical contribution is the indication of the findings that TQM principles must be 
integrated into the strategies employed in the public service organisations in the UAE. 
The fourth practical contribution is the confirmation that OC positively moderates the TQM 
and its practices relationship with organisational performance. The TQM effectiveness is 
coupled with the considerations of cultural factors (Al-Samany, Hoddlee and Savage, 2002). 
This also relates to the fact that the TQM practices originated from the Western practices and 
hence, cultural driven countries, such as the UAE may not totally accept them. The findings 
from the qualitative analysis confirm the possible influence of national culture on the 
challenges faced in the implementation of the TQM concept in the UAE.  
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Identified challenges could be specific to the UAE business environment and may require 
country-specific remedies to ensure successful implementation of TQM. The researcher 
suggests the following remedies: to carry out research on both public sector and private sector 
as well and industrial sector in order to evaluate the impact of correlation among them. 
Furthermore the researcher proposes a benchmarking study to evaluate the dimensions of 
natural culture and their possible implications on the application of TQM concept.  
Despite the above discussed contributions to theory and practice, this study is not without its 
limitations, which are provided in detail in the next sub-section.  
7.5. Limitations of the Study 
The limitations of this study relate to the interpretation of results obtained and the conclusions 
drawn. Like other research work, this study has its limitations that can be categorised into three 
namely causality, generalisability and methodology.  
The first limitation pertains to the focus on the service public organisations excluding other 
UAE business sectors and this relates to the generalisability category. The second limitation 
relates to the methodology category in that this study employed a cross-sectional research 
design to investigate the proposed hypotheses at one point in time. The psychological human 
aspects are every changing and as such, the conclusion produced by this study could have 
turned out differently if the research design adopted was longitudinal. Hence, this study has 
only examined the relationship at one point in time and this may not be an accurate 
measurement and hence, it is suggested that longitudinal studies are conducted to investigate 
the effect of TQM and OC on the performance of the organisations.  
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Finally, another limitation is the lack of studies of the same calibre that makes it impossible to 
compare results in the same context. As already mentioned, studies focused on the UAE are 
lacking or non-existent when it comes to the studied phenomenon and variables. The researcher 
however has proceeded with the study without the advantage of benchmarking findings to 
provide accurate explanations.  
7.6. Suggestions for Future Studies 
The limitations of this study provide avenues for future research opportunities. First, data was 
gathered through a cross-section approach, in other words, data at one point in time. Owing to 
the complex nature of the TQM and OC and their effect on organisational performance, it 
would have been more appropriate to employ a longitudinal approach. Such an approach could 
accurately provide an insight into the relationship over a long period and explain the variables 
development throughout the time to detect changes in variables relationships. 
The second limitation is linked to the first one in that the use of a cross-section approach 
prevented the observance of the dynamic nature of the relationships and their effect in long-
term strategies. Hence, for the accurate examination of the dynamic effect of TQM and OC on 
organisational performance, a case study approach would have been a better potential approach 
to be used. This is because it allows the researcher to conduct an in-depth examination of the 
complex relationships among the variables and produce more insights into the factors success. 
The third recommendation is related to the gathering of data from managers of the public 
service sector as they are the best authoritative figures to answer and provide description of the 
TQM and OC and their impact on organisational performance. However, this study 
recommends that future studies explore other sample groups like customers and employees to 
determine their perceptions.  
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Finally, owing to the generalisability limitation of the findings brought about study approach 
employed and the focus of the study, future studies are recommended to focus on individual 
constructs. Future studies may also examine the model through data collected from other 
sectors like the private UAE organisations. The model can be empirically studied in the context 
of neighbouring MENA countries that have similar cultural practices.  
7.7. Conclusion 
To conclude, organisational performance of service public organisations will remain one of the 
top issues relating to economic development and growth. In other words, the improvement of 
the overall performance of public organisations has been debated on among decision-makers 
in developing nations, with the inclusion of the UAE. They have recognised that TQM and OC 
are among the effective strategies that can assist organisations in improving their performance 
and generate innovative products and services. In the context of the UAE, TQM has been 
receiving increasing attention although it is relatively new in the country’s business 
environment. 
The results of the present study evidenced the significant TQM impact on the performance of 
UAE organisations. Although the TQM practices originated from the West, they can still be 
useful to enhance and maintain OP of public UAE organisations. However, the findings suggest 
that TQM models can go further than improving the quality of products and services and lead 
to business excellence and superior organisational performance. However, due to short-
termism and short-sightedness of the leaders/implementers, the concept of TQM and its models 
have been failing to produce much-desired results in the UAE as the main concern so far is the 
quality of service but without taking the views of public which is the main external stakeholder 
of the services. The findings suggest that there is a need for increasing awareness of the broader 
aspect of TQM as the majority leaders are found short-sighted and focus on short-term results 
as the general perception is that TQM is merely about quality assurance. Thus, it does not go 
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beyond a rigid strategy concentrating on achieving performance targets rather than procedures 
and policies requiring an overall transformation of service organisations to accomplish 
continuous improvement. It is believed that the main obstacle hindering the advancement is the 
lack of comprehension that TQM is a holistic management concept and successful 
implementation requires the establishment of a TQM culture.  
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Appendix 1 Interviews’ Scripts
Research Analysis Questionnaire
ID: 1
Age: 48 years 
Gender:      
      Male                             Female 
Designation: Division Head
Years of Experience:
        1-5                    6-10            11-15                   16-20              21 and above
Q1: What would you like to say about the Concept of Total Quality Management 
TQM?
It's important concept which focus on leveraging the capabilities and resources of an organisation to enhance 
the quality.
Q2:What would you like to say about the TQM’s models designed to improve the 
quality of products and services?
The model should reflect the customer satisfactions on the product and service provided.
Q3:What would you like to say about the applications of TQM within the 
organisation?
It should reflect the right concepts and the proper KPIs
Q4: What are the challenges and opportunities to TQM applications and models?
Challenges would be enforcing the culture, based on the industry.  Opportunities would be developing your 
processes based on expertise, customer satisfaction, expertise and data.
Q5:How can these challenges be avoided, and opportunities be utilized in improving 
the quality of organisations?
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Challenges could be avoided through proper communication, integration steps and most importantly 
integrity.  Opportunities could be captured through each step and utilizing each of the levels. 
Q6:What would you like to say about the role and commitment of top management 
to improve quality? 
To focus their leadership developing the resources before systems. 
 
Q7:What would you like to say about the use of TQM in service industry of UAE? 
Very important as UAE is a competitive market in most industries  
Q8:How can the participation of employees in decisions of company influence the 
quality? 
The employees will provide the market and customers views and the same should be reflected toward the 
right decision. 
Q9:What would you like to say about the culture of TQM within an organisation? 
healthy culture and should be integrated gradually.  Important to reflect the importance of TQM to the 
company 
Q10:How can the TQM develop this culture in order to improve the quality of 
product and service and achieve the? 
To properly implement the TQM and take advantage on each step within the process for development and 
enhancement. 
 
Research Analysis Questionnaire 
ID: 2 
Age: 37 years  
Gender:       
270
      Male                             Female 
Designation: HR director
Years of Experience:
        1-5                    6-10            11-15                   16-20              21 and above
Q1: What would you like to say about the Concept of Total Quality Management 
TQM?
It ensures that everyone in the organisation is working towards improvement of work culture , product , 
service or process 
Q2:What would you like to say about the TQM’s models designed to improve the 
quality of products and services?
For any TQM the key point is customer feedbacks 
Q3:What would you like to say about the applications of TQM within the 
organisation?
It needs leadership support , employees commitment, culture , continuous improvement 
Q4: What are the challenges and opportunities to TQM applications and models?
The key opportunities are placing the customer at forefront of decision making which creates customer 
loyalty and all staff will be empowered which key element in employee engagement 
The challenges are maintain and improving the system 
Q5:How can these challenges be avoided, and opportunities be utilized in improving 
the quality of organisations?
Challenges can be avoided by creating a quality culture and training of the staff
Q6:What would you like to say about the role and commitment of top management 
to improve quality?
271
It is the key element to succeed in implementing TQM within the organisation
Q7:What would you like to say about the use of TQM in service industry of UAE?
UAE is on offer the top countries to implant TQM starting from Government to private Organisation.
Q8:How can the participation of employees in decisions of company influence the 
quality?
Engaging the employees in decision making will help to improve the system and maintain it in future . It 
will help build and enhance the culture as well.
Q9:What would you like to say about the culture of TQM within an organisation?
The culture of TQM will keep everyone focused on the main strategy.
Q10:How can the TQM develop this culture in order to improve the quality of 
product and service and achieve the?
By communication, Integrity, team work , leadership , training and recognition.
Research Analysis Questionnaire
ID: 3
Age: 47 years 
Gender:      
      Male                             Female 
Designation: Manager
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Years of Experience:
        1-5                    6-10            11-15                   16-20              21 and above
Q1: What would you like to say about the Concept of Total Quality Management 
TQM?
It’s a continuous improvement process.
Q2:What would you like to say about the TQM’s models designed to improve the 
quality of products and services?
A good start to achieve the excellence.
Q3:What would you like to say about the applications of TQM within the 
organisation?
Always need to be improve to fit with the future requirement.
Q4: What are the challenges and opportunities to TQM applications and models?
Miss understand or used by the leader and the staff.
Q5:How can these challenges be avoided, and opportunities be utilized in improving 
the quality of organisations?
By increase the review and correct
Q6:What would you like to say about the role and commitment of top management 
to improve quality?
It’s the basic to improve the quality.
Q7:What would you like to say about the use of TQM in service industry of UAE?
Quality assurance is the basic for any industry.
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Q8:How can the participation of employees in decisions of company influence the 
quality? 
If its notice and mentioned in the quality plan  
 
Q9:What would you like to say about the culture of TQM within an organisation? 
Its start from the top to down. 
 
Q10:How can the TQM develop this culture in order to improve the quality of 
product and service and achieve the? 
When everyone will believe in the important of the TQM. 
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Research Analysis Questionnaire
ID: 4
Age: 40 years 
Gender:      
      Male                             Female 
Designation: Director
Years of Experience:
        1-5                    6-10            11-15                   16-20              21 and above
Q1: What would you like to say about the Concept of Total Quality Management 
TQM?
Very useful and can change work culture
Q2:What would you like to say about the TQM’s models designed to improve the 
quality of products and services?
Always provide better prospect for performance management
Q3:What would you like to say about the applications of TQM within the 
organisation?
Requires strong ownership from leaders
Q4: What are the challenges and opportunities to TQM applications and models?
Implementation is lengthy and requires long time to see actual result sometimes hard to change 
people mind set
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Q5:How can these challenges be avoided, and opportunities be utilized in improving 
the quality of organisations? 
Strong automated documentation system and communication campaign 
Q6:What would you like to say about the role and commitment of top management 
to improve quality? 
Highly important 
 
 
Q7:What would you like to say about the use of TQM in service industry of UAE? 
The updated version of excellence covers that 
 
 
Q8:How can the participation of employees in decisions of company influence the 
quality? 
Only at the beginning of the process and end to generate lesson learnt but not to modify approved 
process without offices approval and quality control process in place 
Q9:What would you like to say about the culture of TQM within an organisation? 
Can change organisation performance and save time and money 
place 
 
Q10:How can the TQM develop this culture in order to improve the quality of 
product and service and achieve the? 
Proper engagement plan and continuous review 
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Research Analysis Questionnaire
ID: 5
Age: 32 years 
Gender:      
      Male                             Female 
Designation: Manager
Years of Experience:
        1-5                    6-10            11-15                   16-20              21 and above
Q1: What would you like to say about the Concept of Total Quality Management 
TQM?
Very important tool for management 
Q2:What would you like to say about the TQM’s models designed to improve the 
quality of products and services?
Try to cater it to the modern world
Q3:What would you like to say about the applications of TQM within the 
organisation?
Should only be applied by people who can analyze it
Q4: What are the challenges and opportunities to TQM applications and models?
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Modern business  
 
Q5:How can these challenges be avoided, and opportunities be utilized in improving 
the quality of organisations? 
Workshops, group test 
Q6:What would you like to say about the role and commitment of top management 
to improve quality? 
Integral role 
 
 
Q7:What would you like to say about the use of TQM in service industry of UAE? 
Advanced  
 
 
 
Q8:How can the participation of employees in decisions of company influence the 
quality? 
Happier employees who feel empowered are proved to increase profits 
 
Q9:What would you like to say about the culture of TQM within an organisation? 
Integral 
 
Q10:How can the TQM develop this culture in order to improve the quality of 
product and service and achieve the? 
( No response ) 
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Research Analysis Questionnaire
ID: 6
Age: 39 years 
Gender:      
      Male                             Female 
Designation: CEO
Years of Experience:
        1-5                    6-10            11-15                   16-20              21 and above
Q1: What would you like to say about the Concept of Total Quality Management 
TQM?
Its a continues process to enhance efficiency 
Q2:What would you like to say about the TQM’s models designed to improve the 
quality of products and services?
The TQM concept is to improve customer satisfaction through improving quality 
Q3:What would you like to say about the applications of TQM within the 
organisation?
It’s the responsibility of management and all employees so it apply to all 
Q4: What are the challenges and opportunities to TQM applications and models?
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Communicating the values and core of TQM  
 
Q5:How can these challenges be avoided, and opportunities be utilized in improving 
the quality of organisations? 
 
Bu proper communication within the organisation in all positions  
 
Q6:What would you like to say about the role and commitment of top management 
to improve quality? 
The key success is designing achievable and effective model in addition to communicating  
 
 
Q7:What would you like to say about the use of TQM in service industry of UAE? 
Its ongoing and new process and there is a trend to implement it successfully  
 
 
 
Q8:How can the participation of employees in decisions of company influence the 
quality? 
. Employees are the main resources of any organisation and they are the one who implement TQM 
so involving them would insure a successful system  
Q9:What would you like to say about the culture of TQM within an organisation? 
Combining corporate culture with TQM process would influence the successful of the system 
 
Q10:How can the TQM develop this culture in order to improve the quality of 
product and service and achieve the? 
Through proper communication and involving all stakeholders in the process 
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Research Analysis Questionnaire
ID: 7
Age: 38 years 
Gender:      
      Male                             Female 
Designation: director
Years of Experience:
        1-5                    6-10            11-15                   16-20              21 and above
Q1: What would you like to say about the Concept of Total Quality Management 
TQM?
Standard to improve the productivity 
Q2:What would you like to say about the TQM’s models designed to improve the 
quality of products and services?
It’s a mandatory in such develop and complicated world to guarantee the output quality 
Q3:What would you like to say about the applications of TQM within the 
organisation?
Enhance the life cycle of every aspect 
Q4: What are the challenges and opportunities to TQM applications and models?
Documentation is the challenge and the opportunity is re utilizing the resources in smart model 
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Q5:How can these challenges be avoided, and opportunities be utilized in improving 
the quality of organisations? 
 
Log book and professional database is the solution, and pay wisely for the projects development 
and control of resources  
 
Q6:What would you like to say about the role and commitment of top management 
to improve quality? 
Make sure and support the implementation of the program 
 
 
Q7:What would you like to say about the use of TQM in service industry of UAE? 
Its implemented but the new cirve of outsourcing and cut cost might effect this, and it does in my 
services that we are daily using it 
Q8:How can the participation of employees in decisions of company influence the 
quality? 
They are touching the heart of the product and service, therefore their voice should be really 
counted in developing the work process  
Q9:What would you like to say about the culture of TQM within an organisation? 
It makes culture like style of life in all the life material not only work  
 
Q10:How can the TQM develop this culture in order to improve the quality of 
product and service and achieve the? 
Focus in fine tune those products from the employee eye to create the one and only signature 
product  
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Research Analysis Questionnaire
ID: 8
Age: 32 years 
Gender:      
      Male                             Female 
Designation: Senior Project Manager 
Years of Experience:
        1-5                    6-10            11-15                   16-20              21 and above
Q1: What would you like to say about the Concept of Total Quality Management 
TQM?
It's a holistic approach used in organisations to embed continuous improvement processes in daily 
operations 
Q2:What would you like to say about the TQM’s models designed to improve the 
quality of products and services?
TQM models are still in application today in many organisations both for product improvements 
and service enhancements. However, TQM is starting to be replaced by newer approaches such as Six 
Sigma and Kaizen; even though they share many principles 
Q3:What would you like to say about the applications of TQM within the 
organisation?
Applications are beneficial to make continuous improvement a core process across all units within 
an organisation and make it part of an organisation culture.
 283 
 
Q4: What are the challenges and opportunities to TQM applications and models? 
Challenges can include resistance to process changes required and complication of processes 
within an organisation if not carefully applied. Opportunities can include stronger competitive advantage 
of the organisation as they continuously deliver better services and make higher quality products relative 
to industry peers that are not as capable in TQM application  
Model. 
 
Q5:How can these challenges be avoided, and opportunities be utilized in improving 
the quality of organisations? 
 
Many challenges with implementing TQM or similar approaches to quality management can be 
avoided by careful implementation planning and strong efforts to raise awareness internally about 
benefits of such applications especially in relation to improvements in employees' daily jobs. 
Opportunities can be emphasized by linking organisational improvements to employees' performance 
appraisals and incentive structures; make organisational improvement clearly linked to getting ahead 
 
Q6:What would you like to say about the role and commitment of top management 
to improve quality? 
Quality improvement projects take time to bear fruit as the results show in future iterations of 
products and future services. Thus, committed support for such initiatives is key for employees to 
understand that such changes are here to stay and become part of the organisation values. 
 
 
Q7:What would you like to say about the use of TQM in service industry of UAE? 
Its ongoing and new process and there is a trend to implement it successfully 
 
Q8:How can the participation of employees in decisions of company influence the 
quality? 
Employee participation in company decisions can be important, though there should be a balance 
ideally so as to keep the company on a stable course. Quality improvements can be achieved by 
employee participation, for example, sales and after-sales staff can use customer feedback to drive 
product enhancements together with inputs from product development and engineering employees. 
Q9:What would you like to say about the culture of TQM within an organisation? 
A continuous improvement mindset within an organisation is always an important part of a healthy 
corporate culture. 
 
Q10:How can the TQM develop this culture in order to improve the quality of 
product and service and achieve the? 
 284 
 
Competitive advantage boils down to two things: 1. How much are customers willing to pay for 
your product/service; 2. What is the cost-structure you need to deliver your products/service? The 
higher the difference between those two, compared to your industry peers, the bigger your competitive 
advantage. When your organisation delivers higher quality products and services, customers will 
generally be willing to pay more for them. Also, when your organisation has a mindset of continuously 
improving its processes and efficiency, operational costs can be optimized. A quality improvement 
mindset can help address both those things and therefore enhance competitive advantage 
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Research Analysis Questionnaire
ID: 9
Age: 49
Gender:      
      Male                             Female 
Designation: Director of excellence
Years of Experience:
        1-5                    6-10            11-15                   16-20              21 and above
Q1: What would you like to say about the Concept of Total Quality Management 
TQM?
A management approach which helps organisations to succeed through achieving 
customer satisfaction and allow all members of the organisation to participate in this 
success through the continues improvement of the process, product and services.
Q2:What would you like to say about the TQM’s models designed to improve the 
quality of products and services?
.A management approach which helps organisations to succeed through achieving 
customer satisfaction and allow all members of the organisation to participate in this 
success through the continues improvement of the process, product and services.
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Q3:What would you like to say about the applications of TQM within the 
organisation? 
I consider TQM as success main requirements, TQM approach should be part of 
organisation management systems, and part of organisation Culture which should be 
supported by top management.. 
Q4: What are the challenges and opportunities to TQM applications and models? 
I think the main challenges are the dominant culture and the weakness of enthusiasm 
among the leaders. The main opportunities are growing awareness of the concepts of 
TQM and the increased pressure from customers and turbulent environment.  
Q5:How can these challenges be avoided, and opportunities be utilized in improving 
the quality of organisations? 
Challenges can be mitigated by: 1- Increase the harmony between the legislative 
frameworks and rules that govern work and TQM 2- Targeting TQM-oriented leaders 
in employment policy.  Opportunities can be utilized by transforming the awareness to 
actual behavior by the harmonisation mentioned above and by implementing change 
management techniques 
Q6:What would you like to say about the role and commitment of top management 
to improve quality? 
Absolutely; when we talk about change management and the adoption of new way of 
doing things, we talk firstly about the responsibility and  conviction of leaders. 
Q7:What would you like to say about the use of TQM in service industry of UAE? 
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UAE is one of the countries most interested in this area at the level of public and 
private sectors, We can see the results of that attention easily - and this success would not 
have been possible without the support and attention of leadership at the highest levels 
Q8:How can the participation of employees in decisions of company influence the 
quality? 
participation of employees in decisions may enhance the quality as  they have more 
knowledge about the details of processes improvements needs and customers expectations  
Q9:What would you like to say about the culture of TQM within an organisation? 
As mentioned above, I think we need more efforts to make TQM as part of 
organisational culture,  Sometimes the partial application of the concept of TQM in some 
areas of work which Reveals the imbalance when considering the overall performance of 
the organisation reflects this problem. 
Q10:How can the TQM develop this culture in order to improve the quality of 
product and service and achieve the? 
By consider TQM in all organisation polices and rules regarding HRM, Process 
Management, strategy building, and above all the institutional values. 
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Research Analysis Questionnaire
ID: 10
Age: 57
Gender:      
      Male                             Female 
Designation: Division Head
Years of Experience:
        1-5                    6-10            11-15                   16-20              21 and above
Q1: What would you like to say about the Concept of Total Quality Management 
TQM?
It is a philosophy that puts quality first as a way to cut costs, improve the product 
and improve customer satisfaction.
Q2:What would you like to say about the TQM’s models designed to improve the 
quality of products and services?
My preferred quality standard is the Baldrige excellence framework.
Q3:What would you like to say about the applications of TQM within the 
organisation?
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Currently I am managing HCT’s reporting for ACBSP Global Business 
Accreditation and have done so as the main person for the last 4 ½ years and was in 
training for that role 2 1/2 years prior. 
Q4: What are the challenges and opportunities to TQM applications and models? 
Getting buy-in from management and faculty, HCT should advertise their ACBSP 
Accreditation more prominently. 
Q5:How can these challenges be avoided, and opportunities be utilized in improving 
the quality of organisations? 
Communication, training and engagement with the organisation that is the provider 
of the quality standard. 
Q6:What would you like to say about the role and commitment of top management 
to improve quality? 
It is there but we need a greater push allocation of resources. The main issue is a lack 
of faculty resources which contributes to overload for those persons responsible for the 
preparing the reaffirmation report. 
Q7:What would you like to say about the use of TQM in service industry of UAE? 
It is widespread in those organisations that would be considered World Class. 
Q8:How can the participation of employees in decisions of company influence the 
quality? 
This is an essential principle of TQM. Without employee involvement gains from 
TQM will be confined management’s limited understanding of the problem. 
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Q9:What would you like to say about the culture of TQM within an organisation? 
It is strong as evidenced by past and recent successes with ACBSP and CAA toward 
a commitment to quality. 
Q10:How can the TQM develop this culture in order to improve the quality of 
product and service and achieve the? 
Teams, training, broad participation, sharing of benefits, recognition of stakeholders 
and key contributors. Success with TQM should be celebrated. 
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Research Analysis Questionnaire
ID:11
Age: 37
Gender:      
      Male                             Female 
MALE
Designation: Manager
Years of Experience:
        1-5                    6-10            11-15                   16-20              21 and above
11-15
Q1: What would you like to say about the Concept of Total Quality Management 
TQM?
According to me, TQM encompasses overall improvement in all levels of the 
organisation. When organisational goals are in sync with the overall objectives than 
spectacular results would be observed in terms of profitability and employee 
performance. 
Q2:What would you like to say about the TQM’s models designed to improve the 
quality of products and services?
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Employees are the most important asset to any organisation and proper training and 
competitive incentives prompt them to serve their organisation in competitive manner 
Q3:What would you like to say about the applications of TQM within the 
organisation? 
Adoption of improvement should be undertaking at all levels in an organisation. 
Senior management in direct contact with all the employees would help in 2 way 
communication and achieve better results. 
Q4: What are the challenges and opportunities to TQM applications and models? 
Sensitivities of the culture should be included. Sometimes the best model tested in one 
country when used in other country failed miserable. Hence, the local dynamics should 
be studied. 
Q5:How can these challenges be avoided, and opportunities be utilized in improving 
the quality of organisations? 
Including all respective stakeholders in decision making so as to have clear directions 
on the mission and objectives. 
Q6:What would you like to say about the role and commitment of top management 
to improve quality? 
Leadership role of the top management comes in to the situation. 
Q7:What would you like to say about the use of TQM in service industry of UAE? 
I think several rewards focusing on TQM is going on in UAE 
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Q8:How can the participation of employees in decisions of company influence the 
quality? 
Active participation 
Employee engagement 
Q9:What would you like to say about the culture of TQM within an organisation? 
Excellent and everyone has equal chances to share grievances with their seniors. 
Q10:How can the TQM develop this culture in order to improve the quality of 
product and service and achieve the? 
Simply through innovation and start of the art practice adoption. 
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Research Analysis Questionnaire
ID: 12
Age: 56
Gender:      
Male                             Female 
Designation: Manager
Years of Experience:
        1-5                    6-10            11-15                   16-20              21 and above
Q1: What would you like to say about the Concept of Total Quality Management 
TQM?
Meant to encourage everyone within the operation to consider quality in issues in 
their daily activities
Q2:What would you like to say about the TQM’s models designed to improve the 
quality of products and services?
There are a number of these initiatives, however they have been applied in piecemeal 
and with limited results form a TQM concept. There are companies especially in the 
automotive industry that appear to be leading in application of this concept.
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Q3:What would you like to say about the applications of TQM within the 
organisation? 
As highlighted above some industries and regions have invested adequately in TQM, 
both in terms of BPR, capacity and skills development 
Q4: What are the challenges and opportunities to TQM applications and models? 
Inappropriate processes; complexities in supply chain configurations; lack of 
requisite skills and management commitment 
Q5:How can these challenges be avoided, and opportunities be utilized in improving 
the quality of organisations? 
BPR; supply chain mapping and re-designing. Training and appropriate KPIs for 
management commitment 
 
 
Q6:What would you like to say about the role and commitment of top management 
to improve quality? 
The role of management cannot be over emphasized. Management need to provide 
direction towards TQM. Without total commitment of the top brass all efforts will be 
futile. It is equally important for total commitment of management 
Q7:What would you like to say about the use of TQM in service industry of UAE? 
TQM is a philosophy that can be applied in any organisation and industry type. It is 
equally important for total commitment of management within service industries in the 
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UAE to commit their efforts towards quality improvements for their service as this could 
be the only differentiator within this highly competitive environment, 
Q8:How can the participation of employees in decisions of company influence the 
quality? 
TQM is not only about management decisions. Employees are important as their 
input influence the nature of quality of the product or service. Engagement and 
involvement of these important assets (employees) in decision making results in sharing 
and buy-in of the tenets of TQM 
Q9:What would you like to say about the culture of TQM within an organisation? 
Can be nurtured for continuous improvement where necessary 
Q10:How can the TQM develop this culture in order to improve the quality of 
product and service and achieve the? 
Cultural change through methods like, policy, SOPs, training and development, 
incentives and rewards. Appropriate KPIs reflecting quality outcomes 
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Research Analysis Questionnaire
ID: 13
Age: ----------48--------------
Gender:      
      Male                             Female  X
Designation: Director
Years of Experience:
        1-5                    6-10            11-15                   16-20  X            21 and above
Q1: What would you like to say about the Concept of Total Quality Management 
TQM?
-------------------- it’s a management philosophy which supports that quality is the 
responsibility of all employees – workers of an organisation. -----------------------------------
---
Q2:What would you like to say about the TQM’s models designed to improve the 
quality of products and services?
--------------------TQM’s models were designed to serve individual goals of each 
organisation according to their culture, manpower and products ------------------------------
------
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Q3:What would you like to say about the applications of TQM within the 
organisation? 
-------------------That there are still not so many organisations that apply TQM---------
----------------------------------------------------------------------------------------------------------- 
Q4: What are the challenges and opportunities to TQM applications and models? 
---------------------Main challenges are mostly related to whether the applications are 
applied right or not, as for the opportunities they vary, from improving and developing 
production and customer satisfaction till the happiness and self-development of 
employees. --------------------------------------------------------------------------------------------------
---------- 
Q5:How can these challenges be avoided, and opportunities be utilized in improving 
the quality of organisations? 
--------------------------By monitoring the implementation of the application--------------
----------------------------------------------------------------------------------------------------------------
--------------------- 
Q6:What would you like to say about the role and commitment of top management 
to improve quality? 
----------------------------Management is the leadership of the organisation and their 
role and commitment plays major impact on employees performance in terms of being 
influenced and motivated.  ------------------------------------------------------------------------------
------------------------------------------------------------------------ 
Q7:What would you like to say about the use of TQM in service industry of UAE? 
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-----------------------------I haven’t that much experience to have an opinion about it----
------------------------------------------------------------------------------------ 
Q8:How can the participation of employees in decisions of company influence the 
quality? 
----------------------------participation can influence and motivate the employees to be 
initiative and upon that, all ideas and proposals from them can be evaluated accordingly-
----------------------------------------------------------------------------------------------------------------
----------------------------------------------------------------------------------------------------------------
- 
Q9:What would you like to say about the culture of TQM within an organisation? 
--------------------------Culture is important to be considered as everybody within any 
organisation can be aligned when culture is being understood. ---------------------------------
-------------------------------------------------------------------------------------- 
Q10:How can the TQM develop this culture in order to improve the quality of 
product and service and achieve the? 
-------------------------- Question not very well understood ------------------------------------
----------------------------------------------------------------------------------------------------------------
------------------------------------------------------------------------------- 
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Research Analysis Questionnaire
ID: 14
Age: 56
Gender:      
Х      Male                             Female 
Designation: Division head 
Years of Experience:
        1-5                    6-10            11-15                   16- 20              21 and above
Q1: What would you like to say about the Concept of Total Quality Management 
TQM?
I view TQM as a more general philosophical approach of continuous organisation-wide 
improvement with a focus in addressing problems as they relate to value-add processes and 
production environments. I believe that TQM quantitative methods and techniques can produce 
better outcomes when augmented by (or when used in combination with) additional theoretical 
processes (i.e., Theory of Constraints, Lean, Six Sigma).
Q2:What would you like to say about the TQM’s models designed to improve the 
quality of products and services?
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I find that specific TQM models may at times not produce better outcomes when compared 
to other techniques from competing theories. Some of the more obvious challenges for TQM 
is that it requires a sustained long-term commitment (across successive administrations); 
mandates organisation-wide participation, and thus, a true change in organisational culture (in 
reality and in deeds—not merely on policy pronouncements); its results often take years to 
accomplish and solidify (and at times may be hard to measure); tends to place constraints on 
resources (HR, time, financial, and physical resources); and it may inadvertently lead to 
bureaucratic Bysantine processes where efficiencies are swallowed by paper tigers and where 
quick and innovative fixes generated by employee and managerial creativity are stifled. 
Q3:What would you like to say about the applications of TQM within the 
organisation? 
It is at best quite a challenge to properly implement TQM. I believe that other theories, 
models and techniques can better serve managerial planning and action processes “IF” they are 
designed and implemented within a TQM framework (as opposed to sticking strictly with TQM 
model orthodoxy). 
Q4: What are the challenges and opportunities to TQM applications and models? 
The biggest challenge is political. Unwavered, true, sustainable commitment from top 
management that transcends all levels throughout the entire organisation is close to impossible 
to achieve. If TQM is seen as a destination (e.g., seen strictly as meeting a definable goal, or 
measurable result), it can drive organisational processes off course. This can be the case 
especially for organisations who expect their partner organisations to utilize TQM processes 
(i.e., when factoring in quality considerations along the entire supply chain, and even more so, 
when at a higher level of analysis, organisations consider their relationships within entire 
ecosystems). All in all, I find TQM difficult to implement, achieve, and sustain—if not 
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untenable. On the other hand, when TQM is seen as a process (or a philosophical approach) 
about a sustainable commitment to continuous improvement across the organisation, its 
partners, and its environment, then it can be quite helpful—especially when used in tandem 
with other approaches. 
Q5:How can these challenges be avoided, and opportunities be utilized in improving 
the quality of organisations? 
Based on my personal experience I believe that TQM is best suited for flat, democratic, 
matrix-type organisations where value-add is undertaken by “expert” participant/stakeholders 
and takes place at all organisational levels. I believe that the structure of and 
reporting/supervisory relationships within the organisation determine a priori whether or not a 
TQM approach will succeed. 
Q6:What would you like to say about the role and commitment of top management 
to improve quality? 
My experience over the last 35 years is strictly within Florida, USA (government, 
nonprofits, and young/lean businesses). Top management within startup businesses and young 
organisations was truly committed to quality. Nonprofits were excited about pursuing quality 
matters but only to the extent that political considerations were not challenged. In the case of 
government, quality issues were cleverly used by executive level functionaries in nomenclature 
only to show off to their supervisors and secure political support as well as to impress one 
another (but there was no real understanding to what “quality” means and how to pursue it--
other than in abstract and vague terms and through bombast pronouncements).  
Q7:What would you like to say about the use of TQM in service industry of UAE? 
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I have no experience whatsoever within a UAE context. I have only been in the UAE for 
a little longer than a week. 
Q8:How can the participation of employees in decisions of company influence the 
quality? 
I personally see the full commitment and full participation of every and all employees as 
a prerequisite. 
Q9:What would you like to say about the culture of TQM within an organisation? 
I believe that the extent to which TQM processes can be successfully implemented is 
defined through the organisation’s culture (which must constantly evolve along higher quality 
improvements as part and parcel of the continuous improvement process). 
Q10:How can the TQM develop this culture in order to improve the quality of 
product and service and achieve the? 
I am not sure how to properly answer this question as various answers may be best suited 
for different contexts. I also see TQM techniques and models better suited for production and 
value-add process environments (with service environments certainly being able to benefit 
from TQM processes, but not necessarily amenable to standardized precision, and 
independently reproducible sustainable controls within a high degree of precision and without 
deviation. 
 
 
 
 
 304 
 
 
THE UNIVERSITY OF BOLTON 
BOLTON 
BL3 5AB 
United Kingdom 
5th December 2016 
To whom it may concern 
RE: Alawadhi Abdulla Maleihah 
I am writing to confirm that the above-named student is currently undertaking doctoral research studies under my supervision and is 
presently registered at the University of Bolton in the UK for the award of a PhD.  Her work is concerned with the concept of Total Quality 
Management (TQM) and the application of TQM models to bring about the improvement of quality in different products and services. 
I would be very grateful if you could assist her in carrying out this work by agreeing to take part in both surveys and interviews together 
with any other activities that she might consider relevant to her research. 
We shall, of course, be very happy to share the findings and results of the research with you in due course. 
Thank you in advance for your help and cooperation but please do not hesitate to get in touch if you require any further information on 
this project. 
Kindest regards, 
 J R G Wood 
Professor J R G Wood 
Visiting Professor 
Bolton Business School 
The University of Bolton 
 
 
 305 
 
Appendix 2 Frequency Tables and Charts 
Frequency Table 
OP1 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 8 5.3 5.3 5.3 
 2 10 6.7 6.7 12 
 3 34 22.7 22.7 34.7 
 4 80 53.3 53.3 88 
 5 18 12 12 100 
  Total 150 100 100   
      
      
      
OP2 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 6 4 4 4 
 2 40 26.7 26.7 30.7 
 3 55 36.7 36.7 67.3 
 4 39 26 26 93.3 
 5 10 6.7 6.7 100 
  Total 150 100 100   
      
      
      
OP3 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 4 2.7 2.7 2.7 
 2 25 16.7 16.7 19.3 
 3 43 28.7 28.7 48 
 4 70 46.7 46.7 94.7 
 5 8 5.3 5.3 100 
  Total 150 100 100   
      
      
      
OP4 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 2 1.3 1.3 1.3 
 2 4 2.7 2.7 4 
 3 38 25.3 25.3 29.3 
 4 80 53.3 53.3 82.7 
 5 26 17.3 17.3 100 
  Total 150 100 100   
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OP5 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 4 2.7 2.7 2.7 
 2 11 7.3 7.3 10 
 3 20 13.3 13.3 23.3 
 4 71 47.3 47.3 70.7 
 5 44 29.3 29.3 100 
  Total 150 100 100   
      
      
      
OP6 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 2 1.3 1.3 1.3 
 2 11 7.3 7.3 8.7 
 3 18 12 12 20.7 
 4 93 62 62 82.7 
 5 26 17.3 17.3 100 
  Total 150 100 100   
      
      
      
OP7 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 2 1.3 1.3 1.3 
 2 4 2.7 2.7 4 
 3 21 14 14 18 
 4 86 57.3 57.3 75.3 
 5 37 24.7 24.7 100 
  Total 150 100 100   
      
      
      
OP8 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 12 8 8 8 
 2 21 14 14 22 
 3 33 22 22 44 
 4 67 44.7 44.7 88.7 
 5 17 11.3 11.3 100 
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  Total 150 100 100   
      
      
      
OP9 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 10 6.7 6.7 6.7 
 2 18 12 12 18.7 
 3 32 21.3 21.3 40 
 4 72 48 48 88 
 5 18 12 12 100 
  Total 150 100 100   
      
      
      
OP10 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 10 6.7 6.7 6.7 
 2 13 8.7 8.7 15.3 
 3 35 23.3 23.3 38.7 
 4 72 48 48 86.7 
 5 20 13.3 13.3 100 
  Total 150 100 100   
      
      
      
OP11 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 4 2.7 2.7 2.7 
 2 12 8 8 10.7 
 3 39 26 26 36.7 
 4 81 54 54 90.7 
 5 14 9.3 9.3 100 
  Total 150 100 100   
      
      
      
OP12 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 6 4 4 4 
 2 6 4 4 8 
 3 33 22 22 30 
 4 86 57.3 57.3 87.3 
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 5 19 12.7 12.7 100 
  Total 150 100 100   
      
      
      
OP13 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 6 4 4 4 
 2 18 12 12 16 
 3 38 25.3 25.3 41.3 
 4 68 45.3 45.3 86.7 
 5 20 13.3 13.3 100 
  Total 150 100 100   
      
      
      
OP14 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 8 5.3 5.3 5.3 
 2 8 5.3 5.3 10.7 
 3 33 22 22 32.7 
 4 66 44 44 76.7 
 5 35 23.3 23.3 100 
  Total 150 100 100   
      
      
      
OP15 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 2 1.3 1.3 1.3 
 2 4 2.7 2.7 4 
 3 19 12.7 12.7 16.7 
 4 102 68 68 84.7 
 5 23 15.3 15.3 100 
  Total 150 100 100   
      
      
      
ML1 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 6 4 4 4 
 2 8 5.3 5.3 9.3 
 3 38 25.3 25.3 34.7 
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 4 77 51.3 51.3 86 
 5 21 14 14 100 
  Total 150 100 100   
      
      
      
ML2 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 6 4 4 4 
 2 6 4 4 8 
 3 18 12 12 20 
 4 91 60.7 60.7 80.7 
 5 29 19.3 19.3 100 
  Total 150 100 100   
      
      
      
ML3 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 4 2.7 2.7 2.7 
 2 8 5.3 5.3 8 
 3 37 24.7 24.7 32.7 
 4 76 50.7 50.7 83.3 
 5 25 16.7 16.7 100 
  Total 150 100 100   
      
      
      
SP1 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 2 1.3 1.3 1.3 
 2 8 5.3 5.3 6.7 
 3 31 20.7 20.7 27.3 
 4 86 57.3 57.3 84.7 
 5 23 15.3 15.3 100 
  Total 150 100 100   
      
      
      
SP2 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 6 4 4 4 
 2 6 4 4 8 
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 3 28 18.7 18.7 26.7 
 4 95 63.3 63.3 90 
 5 15 10 10 100 
  Total 150 100 100   
      
      
      
SP3 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 2 1.3 1.3 1.3 
 2 11 7.3 7.3 8.7 
 3 30 20 20 28.7 
 4 84 56 56 84.7 
 5 23 15.3 15.3 100 
  Total 150 100 100   
      
      
      
CF1 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 2 1.3 1.3 1.3 
 2 9 6 6 7.3 
 3 25 16.7 16.7 24 
 4 65 43.3 43.3 67.3 
 5 49 32.7 32.7 100 
  Total 150 100 100   
      
      
      
CF2 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 2 1.3 1.3 1.3 
 2 11 7.3 7.3 8.7 
 3 23 15.3 15.3 24 
 4 79 52.7 52.7 76.7 
 5 35 23.3 23.3 100 
  Total 150 100 100   
      
      
      
CF3 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 4 2.7 2.7 2.7 
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 2 2 1.3 1.3 4 
 3 32 21.3 21.3 25.3 
 4 63 42 42 67.3 
 5 49 32.7 32.7 100 
  Total 150 100 100   
      
      
      
HRM1 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 6 4 4 4 
 2 4 2.7 2.7 6.7 
 3 29 19.3 19.3 26 
 4 74 49.3 49.3 75.3 
 5 37 24.7 24.7 100 
  Total 150 100 100   
      
      
      
HRM2 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 4 2.7 2.7 2.7 
 2 17 11.3 11.3 14 
 3 30 20 20 34 
 4 78 52 52 86 
 5 21 14 14 100 
  Total 150 100 100   
      
      
      
HRM3 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 8 5.3 5.3 5.3 
 2 8 5.3 5.3 10.7 
 3 37 24.7 24.7 35.3 
 4 80 53.3 53.3 88.7 
 5 17 11.3 11.3 100 
  Total 150 100 100   
      
      
      
SD1 
    Frequency Percent Valid Percent Cumulative Percent 
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Valid 1 4 2.7 2.7 2.7 
 2 16 10.7 10.7 13.3 
 3 33 22 22 35.3 
 4 78 52 52 87.3 
 5 19 12.7 12.7 100 
  Total 150 100 100   
      
      
      
SD2 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 8 5.3 5.3 5.3 
 2 17 11.3 11.3 16.7 
 3 43 28.7 28.7 45.3 
 4 55 36.7 36.7 82 
 5 27 18 18 100 
  Total 150 100 100   
      
      
      
SD3 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 2 1.3 1.3 1.3 
 2 19 12.7 12.7 14 
 3 37 24.7 24.7 38.7 
 4 65 43.3 43.3 82 
 5 27 18 18 100 
  Total 150 100 100   
      
      
      
IA1 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 4 2.7 2.7 2.7 
 2 9 6 6 8.7 
 3 41 27.3 27.3 36 
 4 79 52.7 52.7 88.7 
 5 17 11.3 11.3 100 
  Total 150 100 100   
      
      
      
IA2 
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    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 4 2.7 2.7 2.7 
 2 15 10 10 12.7 
 3 29 19.3 19.3 32 
 4 83 55.3 55.3 87.3 
 5 19 12.7 12.7 100 
  Total 150 100 100   
      
      
      
IA3 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 2 1.3 1.3 1.3 
 2 15 10 10 11.3 
 3 24 16 16 27.3 
 4 84 56 56 83.3 
 5 25 16.7 16.7 100 
  Total 150 100 100   
      
      
      
CI1 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 2 1.3 1.3 1.3 
 2 4 2.7 2.7 4 
 3 33 22 22 26 
 4 83 55.3 55.3 81.3 
 5 28 18.7 18.7 100 
  Total 150 100 100   
      
      
      
CI2 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 2 1.3 1.3 1.3 
 2 13 8.7 8.7 10 
 3 37 24.7 24.7 34.7 
 4 78 52 52 86.7 
 5 20 13.3 13.3 100 
  Total 150 100 100   
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CI3 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 2 1.3 1.3 1.3 
 2 6 4 4 5.3 
 3 36 24 24 29.3 
 4 79 52.7 52.7 82 
 5 27 18 18 100 
  Total 150 100 100   
      
      
      
B1 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 2 17 11.3 11.3 11.3 
 3 25 16.7 16.7 28 
 4 75 50 50 78 
 5 33 22 22 100 
 Total 150 100 100  
      
      
      
B2 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 2 19 12.7 12.7 12.7 
 3 23 15.3 15.3 28 
 4 80 53.3 53.3 81.3 
 5 28 18.7 18.7 100 
 Total 150 100 100  
      
      
      
B3 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 2 1.3 1.3 1.3 
 2 17 11.3 11.3 12.7 
 3 31 20.7 20.7 33.3 
 4 65 43.3 43.3 76.7 
 5 35 23.3 23.3 100 
  Total 150 100 100   
      
      
      
OC1 
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    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 4 2.7 2.7 2.7 
 3 36 24 24 26.7 
 4 85 56.7 56.7 83.3 
 5 25 16.7 16.7 100 
 Total 150 100 100  
      
      
      
OC2 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 8 5.3 5.3 5.3 
 2 4 2.7 2.7 8 
 3 29 19.3 19.3 27.3 
 4 84 56 56 83.3 
 5 25 16.7 16.7 100 
  Total 150 100 100   
      
      
      
OC3 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 6 4 4 4 
 2 7 4.7 4.7 8.7 
 3 31 20.7 20.7 29.3 
 4 88 58.7 58.7 88 
 5 18 12 12 100 
  Total 150 100 100   
      
      
      
OC4 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 4 2.7 2.7 2.7 
 2 13 8.7 8.7 11.3 
 3 35 23.3 23.3 34.7 
 4 73 48.7 48.7 83.3 
 5 25 16.7 16.7 100 
  Total 150 100 100   
      
      
      
OC5 
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    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 6 4 4 4 
 2 6 4 4 8 
 3 42 28 28 36 
 4 71 47.3 47.3 83.3 
 5 25 16.7 16.7 100 
  Total 150 100 100   
      
      
OC6 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 6 4 4 4 
 2 8 5.3 5.3 9.3 
 3 40 26.7 26.7 36 
 4 75 50 50 86 
 5 21 14 14 100 
  Total 150 100 100   
      
      
      
OC7 
    Frequency Percent Valid Percent Cumulative Percent 
Valid 1 4 2.7 2.7 2.7 
 2 8 5.3 5.3 8 
 3 33 22 22 30 
 4 80 53.3 53.3 83.3 
 5 25 16.7 16.7 100 
  Total 150 100 100   
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Appendix 3 Word Tree 
Thematic
commitment
total
is equally important fori ll i
direction towards TQM . Withouti i i
sustainablei l
philosophical approach ) about ail i l
is political . Unwavered , true ,i li i l
role andsay about the
organization and their
requires a sustained long - term
management
of  requisite skills and
and appropriate KPIs for
It needs leadership support , employees
I personally see the full
ACBSP and CAA toward a
to
quality . Q10 : How canli
continuous improvement across thei i
Q6 What would you likel li
Q5 How can these challengesll
plays major impact on employeesl j i l
of
top management to improve
the top brass all
management
within service industries
Q7 : What would
from top management that transcends
and full participation of  every
, culture continuous improvement Q4 : What
( across successive administrations ); mandates organization -
communication
would help in 2 way
Strong automated documentation system and
service and achieve the ? By
proper
Through
could be avoided
and achieve the ?
quality of  organizations ? Bu
improving the quality of  organizations ?
within the organization in all
campaign Q6 : What would you
and
involving all stakeholders in
achieve better results . Q4 :
,
training and engagement with the
Integrity team work , leadership , training
integration steps and most importantly
competitive
to serve their organization in
those things and therefore enhance
organization and proper training and
only differentiator within this highly
industry peers , the bigger your
important as UAE is a
applied . Opportunities can include stronger
and service and achieve the ?
market in most industries Q8 :
manner Q3 : What would you
incentives prompt them to serve
environment Q8 : How can the
advantage
When your organisation delivers
of  the organization as
boils down to two
advanta Research Analysis Questionnaire  Name :
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culture
work
working towards improvement ofi i
useful and can changel
within an organization ? It makesi i i i
TQM within an organization ? healthyi i i i l
the
TQM within an organization ?i i i i
like to say about
help build and enhancel il
Challenges would be enforcingll l i
and models ? Sensitivities ofl i i i i
organizationali i l
TQM as part of
a true change ini
organization can be aligned wheni i li
organizationi i
systems , and part of
it part of  ani
of  TQM within an organization ?--------------------------i i i i
needs leadership support , employees commitment ,l i l i
main challenges are the dominanti ll i
is defined through the organization’si i i ’
each organization according to theiri i i i
corporate
within an organization ? Combiningi i i i i i
part of  a healthyl
can the TQM develop this
avoided by creating a qualityi i li
with TQM process would influencei l i
which should be supported byi l
should be included.Some times thel i l i
Q2 What would you likel li
of  TQM
within an organization
?--------------------------
?
will keep everyoneill
like style of  life inli l li i
isi
important to be consideredi i
being understood .----------------------------------------------------------------------------------------------------------------------- Q10 : Howi
in order to improve the
as well . Q9 : What wouldll l
and
training of  the staffi i
the weakness of  enthusiasmi
should be integrated gradually .l i ll
.
Q4 What are the challengesll
Q10 How can the TQM
,
Sometimes the partial application ofi i l li i
product service or process Q2 :i
manpower and products ------------------------------------ Q3 : What
continuous improvement Q4 : What arei i
based on the industry . Opportunitiesi i i
(
which must constantly evolve alongi l l l
in reality and in deeds —i li i
customer
your processes based on expertise ,i
TQM the key point isi i
the
The model should reflectl l
key opportunities are placingi i l i
organizations to succeed through achieving
of  decision making which createsi i i i
improving and developing production andi i l i i
improve
TQM concept is toi
improve the product andi
after - sales staff  can usel
satisfactions on the product andi i
satisfaction
till the happiness andill i
through improving quality Q3 :i i li
Q2 : What would youl
expertise and data . Q5 :i
and allow all members
loyalty and all staff  willl l ll ill
feedbacks Q3 : What would youl
feedback to drive product enhancementsi
at forefront of  decision makingi i i
excellence
quality standard is the Baldrige
of
UAE ? The updated version
Male Female  Designation : Director
good start to achieve the
Years of  Experience :  1 - 5
framework Q3 : What would you
covers that Q8 : How can
. Q3 What would you like
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improvement
within the organization ? Adoption ofi i i i i
to me , TQM encompasses overallll
this success through the continues
the organization is working towardsi i i i
Quality
management to improve quality ?i li
can be optimised . Ai i
models to bring about thel i
continuous
support , employees commitment , culture ,l i l
in organizations to embedi i i
Can be nurtured for
are beneficial to makei l
and parcel of  thel
a sustainable commitment toi l i
a
within an organization ?i i i i
Management TQM ? It’s’
approach of continuous organization - widei i i i
and incentive structures ; make organisationali i i i l
with a focus in addressingi i i
where necessary Q10 : How can
should be undertaking at alll i ll
Q4 What are the challengesll
projects take time to bearj i
processes in daily operations Q2 :i il i
process
Q2 : What would youl
Q10 : How can the
of
work culture , product , servicel i
the process , product and
quality in different productsli i i
mindset
within an organization isi i i i i
can help address bothl
in all levels of  thei ll l l
clearly linked to getting aheadl l li i
across the organization , its partners ,i i i
a core process across allll
opportunities
or not , as for the
applications and models ? The keyli i l
and
What are thechallenges
these challenges be avoided ,
among the leaders . The main
.
steps and most importantly integrity
oriented leaders in employment policy
organization if  not carefully applied
improvements in employees ' daily jobs'
culture , based on the industry
would be developing your processesl l i
to tqm applications and models
?---------------------
?
they vary , from improving and
could be captured through each
can
include stronger competitive advantage
be
utilized by transforming
emphasised by linking
be utilized in improving the
are
placing the customer at
growing awareness of  the
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quality
world to guarantee the output
within the operation to consider
to commit their efforts towards
to
TQM or similar approaches
organizations was truly committed
CAA toward a commitment
the Concept of  Total
with
about
the
to improve
the basic
models designed
in order
notice and mentioned in
is the provider of
enhance
in decisions may
an organization to
decisions of  company influence
be utilized in improving
products and services ? My preferred
processes ( i.e ., when factoring in
process without offices approval and
of  top management to improve
of
input influence the nature
bring about the improvement
Nonprofits were excited about pursuing
no real understanding to what “
management philosophy which supports that
is a philosophy that puts
In the case of  government ,
improve customer satisfaction through improving
higher
When your organisation delivers
must constantly evolve along
better services and make
company on a stable course .
and rewards . Appropriate KPIs reflecting
a
costs can be optimised .
be avoided by creating
?
top management to improvequality
in service industry of  UAE
”  means and how to pursue
standard
Q6 : What would you
is the Baldrige excellence
Q3 What would you like
products
relative to industry peers
and services , customers will
plan Q9 : What would you
outcomes Research Analysis Questionnaire  Name :---------------------
of
the product or service .
products and services
?. A
?-------------------- TQM ’s
?
Try
TQM
There
The
My
It’s
I
For
Employees
Always
A
product and service and
organizations
?-------------------------- By monitoring the
?
Workshops , group test
Strong automated documentation
Many challenges with
Log book and
Including all respective
Communication , training and
Challenges
could be
can be
By increase the
Bu proper communication
BPR ; supply chain
Based on my
matters but only to the
Management
TQM
?-------------------- it’s a management
?
Very
useful and
important tool
Standard to improve
Meant to encourage
It’s a continuous
Its a continues
It's
important concept
a holistic
It
is a
ensures that
I view TQM
According to me ,
A management approach
) and the application
can be avoided by
issues were cleverly used by
is the responsibility of  all
in
issues in their daily
different products and services .
improvements
for their service as
can be achieved by
as part and parcel
improvement
projects take time to
mindset can help address
first as a way to
culture and training of  the
control process in place Q9 :
considerations along the entire supply
assurance is the basic for
as they have more knowledge
?. Employees are the main resources
?----------------------------
participation can influence and motivate
Management is the leadership of
?
TQM is not only about
To focus their leadership developing
This is an essential principle
They are touching the heart
The
role of  management cannot
key success is designing
employees will provide the
quality improvement projects take time
participation of  employees in decisions
Only at the begining of
My experience over the last
Make sure and support the
Leadership role of  the top
It’s the basic to improve
It is
there but we
the key element
Integral role Q7 : What would
If  its notice and mentioned
I personally see the full
Highly important Q7 : What would
Happier employees who feel empowered
Engaging the employees in decision
Employee participation in company decisions
Active participation Employee engagement Q9 :
Absolutely when we talk about
.
Q7 What would you like
Q2 What would you like
Q10 How can the TQM
Nonprofits were excited about pursuing
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service
value - add process environments ( with
towards quality improvements for their
total commitment of  management within
the use of tqm in
quality of  the product orli
improvement of  work culture , product ,i l
and
product
the quality of
the
satisfactions on
heart of
both for product improvements
/
to pay for your product
need to deliver your products
provided Q3 : What would youi l
or process Q2 : What wouldl
industry of  UAE
?----------------------------- I haven’t’
?
Very importanti
UAE isi
tqm isi
The updated
Quality assuranceli
Its
ongoingi
implementedi l
It isi
I
thinki
have
Advanced Q8 :
industries in the UAE toi i i
environments certainly being able toi i l i l
enhancements However , tqm is startingi i
as this could be thei l
and achieve the
?-------------------------- Question noti
?( No response )
?
When everyone
To properlyl
Through proper
Teams , training ,i i
Simply throughi l
Proper engagement
I am
Focus ini
Cultural changel l
Competitive advantagei i
By
consideri
communication ,i i
? The higher the difference betweeni i
; 2 What is the cost -i
. Engagement and involvement of  thesei l
, therefore their voice should bei i l
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service
value - add process environments ( with
towards quality improvements for their
total commitment of  management within
the use of  TQM in
quality of  the product orli
improvement of  work culture , product ,i l
and
product
the quality of
the
satisfactions on
heart of
both for product improvements
/
to pay for your product
need to deliver your products
provided Q3 : What would youi l
or process Q2 : What wouldl
industry of  UAE
?----------------------------- I haven’t’
?
Very importanti
UAE isi
TQM isi
The updated
Quality assuranceli
Its
ongoingi
implementedi l
It isi
I
thinki
have
Advanced Q8 :
industries in the UAE toi i i
environments certainly being able toi i l i l
enhancements However , TQM is startingi i
as this could be thei l
and achieve the
?-------------------------- Question noti
?( No response )
?
When everyone
To properlyl
Through proper
Teams , training ,i i
Simply throughi l
Proper engagement
I am
Focus ini
Cultural changel l
Competitive advantagei i
By
consideri
communication ,i i
? The higher the difference betweeni i
; 2 What is the cost -i
. Engagement and involvement of  thesei l
, therefore their voice should bei i l
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tqm
work and tqm 2 - Targeting
with
organization ? Combining corporateculture
opposed to sticking strictly
and key contributors . Success
to impossible to achieve . If
think several rewards focusing on
their partner organizations to utilize
the top countries to implant
the more obvious challenges for
the challenges and opportunities to
the
the ? To properly implement
Q10 : How can
work
understood .-----------------------------------------------------------------------------------------------------------------------
system
process ).
place
necessary
Integral
company
.
strategy
seniors
quality
problem
down
culture
of  products and services ?
like to say about
in the important of
that the extent to which
so many organizations that apply
services ? I find that specific
rules that govern work and
quality of  products and services ?--------------------
Quality Management tqm ? I view
products and services ? For any
On the other hand , when
of
tqm ) and the application
to reflect the importance
the values and core
the culture
say about
an organization ?
say about the use
say about the applications
is an essential principle
in of  the tenets
awareness of  the concepts
application of  the concept
need to provide direction towards
need more efforts to make
in
regions have invested adequately
are not as capable
implementing
organizations ? Many challenges with
element to succeed in
implement
are the one who
a challenge to properly
I believe that
production environments .
personal experience
from
Without employee involvement gains
being able to benefit
different contexts . I also see
consider
within the organization ? I
and achieve the ? By
concept of  Total Quality Management (
Concept of  Total Quality Management
All in all , I find
a
with limited results form
priori whether or not
designed and implemented within
?
quality of  products and services
of  company influence the quality
in service industry of  UAE
,
tqm as success main requirements
Management tqm ? According to me
improvements and service enhancements . However
’ s models
were designed to
designed to improve
within
the organization
Q7 : What
?------------------- That there
?
Should only
Requires strong
It’s the
It
should
needs
is
I consider
Enhance the
Currently I
As highlighted
Applications are
Always need
Adoption of
an organization
?-------------------------- culture is
?
Theculture
Its start
It
makes
is
Integral Q10 :
I believe
healthy culture
Excellent and
Combining corporate
Can
change
be
As mentioned
A continuous
will
keep everyone focused on
be confined management’s limited
to the company Q10 : How
the key point is customer
techniques and models better suited
starting from Government to private
so involving them would insure
should be celebrated . Research Analysis
quantitative methods and techniques can
Q9 What would you like
Q5 How can these challenges
processes
i.e ., when factoring in
can be successfully implemented
but not necessarily amenable
process would influence the successful
or similar approaches to quality
models
to bring about the
may at times not
are still in application
model orthodoxy ). Q4 : What are
is
that it requires a
starting to be replaced
seen as a
process (
destination (
not only about management
going on in UAE
best suited for flat ,
a philosophy that can
in
some areas of  work
service industry of  UAE
?-----------------------------
?
all organization polices and
framework as opposed to sticking
encompasses overall improvement in all
difficult to implement , achieve , and
develop thisculture in order
concept
There are companies especially
is to improve customer
as
success main requirements , tqm
part of  organizational culture ,
a more general philosophical
approach
will succeed . Q6 : What
should be part of
applications and models
?--------------------- Main challenges
?
The
key
biggest
Sensitivities of
Modern business
Miss understand
Inappropriate processes ;
Implementation is
I think
Getting buy -
Documentation is
Communicating the
Challenges
would
can
application Model . Q5 : How can
and
the increased pressure from
take advantage on each
?-------------------- it’s a management philosophy which
?
Very
useful and can change
important tool for management
Standard to improve the productivity
Meant to encourage everyone within
It’s a continuous improvement process .
Its a continues process to
It's
important concept which focus
a holistic approach used
It
is a philosophy that
ensures that everyone in
I view tqm as a
According to me , tqm encompasses
A management approach which helps
2 Targeting tqm - oriented leaders
.
Without
total commitment of  the
employee involvement gains from
Research Analysis Questionnaire  Name : Dr .
I believe that other theories ,
-------------------------------------------------------------------------------------------------------------------- Q4 What are the challenges
- oriented leaders in employment policy .
, both in terms of  BPR ,
) and the application of tqm
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training
to any organization and proper
creating a quality culture and
chain mapping and re - designing .
4 ½ years and was in
,
through methods like , policy , SOPs
the quality of  organizations ? Communication
service and achieve the ? Teams
communication , Integrity , team work , leadership
of  the staff  Q6 : What
for that role 2 1 /
and
recognition . Research Analysis Questionnaire 
engagement with the organization
development , incentives and rewards .
competitive incentives prompt them
appropriate KPIs for management
, broad participation , sharing of  benefits ,

